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INTRODUCTION 



• San Francisco Consumer Action found that,»the price of 
eye examinations in Alameda County varied by 180 percent 
and the prices of similar plastic frame eyeglasses varied 
by 230 percent, bCi! it found no correlation between price 
and quality. ' • , 

' • Washington Consumers' CHECKBOOK found several dozen 
Washington, D.C. area auto repair shops where quality 
was far abeve- average (judging by adequacy of equipiVient, 
customer satisfaction, and other measures), but costs were 
lower than average. . . 

• Public Citizen and the Health Research Group found prices 
for <,cock roach treatment in the Washington, D. C. area 
for a six-room apartment varied by as much as 360 percent, 
with littl^ correlation between price and quality. 

• The Nei^ York State Consumer Protectioy Board found 
only 16 of 66 data entry job training programs in tfie 
state to be of high quality, most of these' 16 were relatively 
low-cost. 

Consumers quite naturally wish to find the best (Quality 
service at the lowest possible price. But finding reliable in- 
formation, on quality or prices is often difficult. Because of 
this, the marketplace in which services are. purchased works 
poorly. There are large cjiffercnces among service providers 
(firms and professionals vMo provide consurper services) in 
both' price and quality, and little price*quality correlation. 

In'^recent years, many consumer groups, newspapers,, mag- 
azines, government agencies, consumer educatqrs, and others 
have m^de significant efforts to provide consumers with com- 
parative information on auto repair shops, banks, day-care 
centers, nursing homes, physicians, and various other ^pes 
6{ service providers. Such information' is not only an aid 
^ to individual ponsumers, but also a stimulus for improved 
. • functioning of the marketplace^ 

This aof otated bibliography describes briefly m^jor service 
provider evaluations conducted throughout the United States 
during the last ten year?. It is hoped that information on 
the methods and findings of these evaluations will encourage 
. other groups to initiate such studies, make it easier to condu^ct 
them,, and ultimately^\:ontribute to the .improvement of 'our 
economy. "... 

Since most service providers do business in a single locale, 
the evaluations are usually local in scope. They are seldom 
distributed nationally, seldom discussed by the national media, 
-gj^^ildom catalogued in nationwide in^ex^s. Consequehtlv/, 

ElUC • ' . 
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they are difficult te find, and many groups unnecessarily 
start their studies from scratch. This bibliography will help 
such groups to identify related studies,, learn about their 
methods, and contact potehtial resource people. 

♦ 

SCOPE OF THIS^ 
BIBLIOGRAPHY I 

An Extensive search wa$ conducted for service provider 
evaluations in 63 fields. Documents reporting general sug- 
gestions useful for the cofKluct or dissemination of such studies 
were also sought. The seai*<h was aimed at identifying doc-, 
^uments produced from 1970 through 1979, but a few from 
before or after that period were located. Three printed indexes 
to periodicals were -scrutinized; seven computerized infor* 
mation retrieval systems were-queried; the tables of contents 
of seven consumer journals and several professional journals 
were examined, a library card catalog* was checked, and 
hundreds of phone calls were made to natioi\al consumer ' 
organizations, local consumer groups, federal agencies, state 
and local government offices, professional organizations, uni- 
versity groups, magazines, newspapers, TV stations, and 
others. 

In addition to service provider evaluations and discussions 
about how to do such studies, several other kinds of documents 
wei^e identified and are reported in tKe bibliography. These 
include documents that provide the following, assessments 
of an entire servi^ industry rather than of individual providers, , 
suggestions to aid individual coifsumers in shopping for a 
gfven kind of service provider, "general information about 
a service field, common problems and **ripoffs'* in -a Service 
field, and instructions for do-it-yourselfers. 

In 24 of the 63 service fields, few if any documents were 
. found, so only 39 fields are covered in this bibliography. 

A f^w appropriate documents undoubtedly were not identified, 
. and some that were identified could not be located.. Fur- 
thermore, some located documents were not annotated be- 
' cause: they were quite similar to others already annotated, 
they 'were judged to be of low^ quality, or they were otherwise 
thought to be of marginal use to most readers of this'EfG^ 
liogtephy. * , ""^ 
/Fnough ,some effort was made to exclude documents of 
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low quality, inclusion of a document does not indicate that 
it reports a model study or provides impeccable advice? 
Many have some weakntisses as well as commendable fea- 
tures. The validity, effrcicncy, and ultimate usefulness of 
each study approach should be carefully considered by the 
reader. # 



ORGANIZATION OF THE 
BIBLIOGRAPHY 

The b'^^'iogj^aphy iS organized into two parts. The first 
part covers the 39 service fields, arrang^cl in alphabetical 
order The second part covers-four general topics on producing 
and disseminating service provider evaluations. The table 
of contents lists the 'service fields and the general topics. • 

Within each service field or general topic, the documents 
are cited and annotated in alphabetical order The citation 
information for each document (author, title, etc.) is in fairly 
standard format, when^the author's name is not given on 
the document, the citation starts with theAitle. 

' The annotations of those documents that n^oort evaluations 
of service providers focus on the characteristics, that were 
assessed, the means of data collection, and the basic findings 
In many cases, complete * details .of the study procedures 
are not given in the document Research plaxis. questionnaires, 
data collection instructions, and other supplement-al materials 
were collected whenever possible, and the document's writeup 
indicates whether such materials are available. Unfortunately,* 
m a few cases, the data collection methods are not apparent 
Ifrom the document or supplemental material, and the people 
who conducted the study could not be reached by phone. 



CERN will also make a single copy of any document 
that becomes unavailabfe from the source after October 1980 
if. (a) you report that you have found it unavailable, (W you 
meet conditions (1) and' (2) immediately above, and (c) the 
copyright laws permit the duplication. 

The lengths of the document and the supplemental material 
(e.g. Doc=32pp, Sup=4pprare given at the end of the 
annotation, ft either is more than 50 pages, the page numbers 
of a few parts that provide a reasonable overview of the 
content are indicated withtn parentheses. 



FUTURf UPDATING OF THIS 
BIBLIOGRAPHY » ' ; 

.This bibliograph7>was prepared as part of a larger project 
designed to stimulate more and better evaluations of service 
providers. Another/part of the project is the ^s^abli^ment 
of a network of ccmsumer groups, consumer educator, and 
consumer writers, who will share their experiences in doing 
such evaluations. That network will have a qu^rterly news- 
letter called Service Evaiuation, and the first issue will be 
released m February of 1981 The introductory subscription 
rate is $18, and it can be ordered by sending a check 
or money order to: \ 

Washington Cen^r for the jStudy <4 Services 

Suite 406 

1518 K ^reet N ^ 
mshingtonyO C. 20005 



AVAILABILITY OF THE 
DOCUMENTS 

Some of the documents are av^able at local libraries, 
but some' are not. Some are currently available froni their 
sources, but may not be in a year or two And some are 
already unavailable from their sources • 

One copy of each document and related supplemental 
material has been put in a pernianent file at the Consumer 
Education Resource Network (CERN), but CER^ will fill re- 
quests' for a duplicate only if tfie document ^nd/or sup- 
plemental material is not available from its source and only 
if certain other conditions are met. \ - 

If the document and/or supplemental material V^s avail- 
able from its source as of October 1980, the last ffeiragraph' 
of the annotation provides the full address of the source 
and the cost (including postage, unless otherwise indicated). 
If the document and/or suj^lemental material was not avail- 
able from the source as of October 1^80, CERN has arranged 
to make duplicates. But CER'N will make only a single copy 
and only if you (1) state an intention to use the copy solely 
for private study, scholarship, 'or rese^irch, and (2) send ore 
payment of 6 cents per page in the form of a check 
money order. The address and phone number of CERN 
are: 

' CERN 

Suite 600 . > 

1555 Wilson Boulevard 
*• Rossli;n, Vtrgmia 22209 

(800)336 0223 
i ' (703) 522-4616 





ABORTION 
CLINICS 



' Abortion, A Woman's Right To Choose: A Guid6 to, 
. Abortion In The D-C, Area, Washington, b.C: Women's 

Health and Abortion Information Project, Washington Area 

Women's-'Center, undat€d. 

This document' reports a comparison of abortion clinics 
m n^etropolitan Washington D.C. For each clinic it reports 
the different kinds of services provided, some indicators of 
the quality of the service, aild fees. The quality of service 
was assessed by impressions of the investigators about medical 
safety and the care shown toward patients. Staff and patients 
_ from Jhe_clin ICS were.mterviewed, and abortions or^unseling 
sessions were observed. 

The study found that prices differed by as much as 37 
percent for an abortion performed up to* 13 weeks from 
the jast rftenstrual period. 

^ The first part of this booklet devotes space to questions 
^ ana fears th^t new patients might have about abortions^ 
costs of abortions, different forms of birth control, and where 
to get more information on clonics. In the second part, for 
each clinic judged acceptable, information is given on costs, 
financial assistance, age and consent requirements, and the 
method of abortion. 

Details of the stud^ plan and copies of the major data 
collection instruments are not available in the reference doc- 
umeht or as supplemental materials. 

The document is available from CERN.* [DOC = 2rpp] 



Abortion Clinics. VJashir^ion Consjjmers' GNECKBOOK 
,1, no. IjWinter '1976):47.57. 

. This document reports a comparison of abortion clinics 
in* metropolitan Washington D.C. For each clinic i} reports 
^ the different Rinds of services provided, some indic;^rs of 
the quality of the service, and fees. 

The quality of service was assessed by several features, 
including the extent and support of counseling techniques, 
proximity to a hospital On case of ai^ emergency), postcsire, 
i^cilities, nunnber of patients per .week, and impressions of- 
tnvestigators based on discussions with patients and personal 
observation. In several cases, observed instances of clinic 
staff's insensitlvity are reported. 

Data were collected by inspection visits made by a re- 
. searcher and by the .researcher's dlWu$sions with admin-^ 
istratqrs, nurses, counselors, doctors, and patients. 

The study foiind that fees for an abortion performed prior 
, to t])€ 13th week of pregnancy varied by as much as 3$ 
percent.^ut several clinics charged reduced fees if the patient 
^ ' not cjfford to pay the full 9ne. 
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The.docunjent includes a description of- pregnancy testing, 
i^n butlineof what to expect during a well-perform.ed abortion, 
and advice o^i what to look for when seeking a high quality 
clinic. For each clinic, jj»k)rmation is provided on costs, avail- 
able lab tests, medication, scheduling, connseling, required 
^ consent, and other matters. 

Details of the study plan and copies of the major data 
^ collection instruments are available as supplemental materials. 

The do^tument and supplemental materials are available 
from CERN.* [DOC = 12 pp; SUP = 5 pp] 



An Abortion Guide: Where and ,How To .Get a Safe 
Abortion in the Philadelphia Area. Philadelphia, Penn- 
sylvania: CHOICE- (Concern for Health Option^^^lrtf^yrfoation, 
Care and Education), 1976. ' , 

This document reports a major comparison of hospitals 
and climes that offer abortions in Philadelphia. For each 
^health service it reports the different kinds of services pro- 
, vided, some indicators of. the quality of the service, and 
fees. 

For each clinic and hospital it Imports the following, how 
late m pregnancy an abortion will be performed, methods 
used« type of medication •(anesthesia) used, average waiting 
period to get in, types of counseling available, who pays 
if complications must be treated, lab tests offered, and other 
comments. Data were collected by ^questionnaires mailed to 
clinics, inspection visits by CHOICE personnel, and informal 
discussions with a large number of women who hacl sought 
^abortions in Philadelphia. The study found that prices differed 
by as much as 370 percent for a vacUum aspiration abortion 
performjed prior to 12 weeks frorti the last menstrual pexioer 

This document also reports on clinics and hospitals that < 
offer pregnancy testing. It^ has an easy-to-read guide about 
how abortions^ are performed and aE)out contraceptive al- 
ternatives. 

Details of the study plan and copies of the majou data 
collection instruments are not available in the referenced 
document but can be obtained by contacting CHOICE directly 
at the address below. 

The document is available free from CHOICE, 1501 Cherry 
St., Philadelphia, PA 19102. [DOC = 94 pp (55.66)] 

Spencer, Hope. N^ew ^ork Handbook: Abortion 
Clinics — An Evaluation. New York Magazine (24 July 
197fi):31-38. . ' 

.This document reports a comparison of abortion clinics 
in New York City. For each .clinic or hospital it reports 
» the differjent kinds of services provided, some indicators of 
the quality of the service, and fees. The quality of service 
was assessed in several ways, indi^ding compliance with New 
York Cify Health Department regulations, medical evaluations 

'See pcfge 2 for further mformatton on acquiring ciocumer}ts and 
' supplemer)tal mo^eria/su 



of nonprofit referral organizations such as Planned Parenthood 
and the New York Abortion Rights Association, impressions 
of the Investigator based on a visit, and the counseling tech- 
niques used. ' r . 

Data were collected during inspection visits by the in^- 
vestigat or /author. Exemplary features of this study include 
cross-checking of indicators of qua|jty with a second source 
and collection of fee data at more than one time. 

The study found that fees differed bv; as much a'S 60 
percent for abcyrtions performed pripr to 12 weeks of preg- 
nancy. 

The a«thor does not list those clinics that fcfiled to meet 
'cert|6n stated* standards of quality A description of the abor- ^ 
tiorv procedure is included, along with personal descriptions 
of abortions by ^ doctor,* and by a woman who underwent 
t'he procedure. A checklist of questions to a§k clinics before 
selecting one is* offered. 

Sofne details of the study plan are available in the ref- 
erenced docunient. { 

The^documcnt is available' from CERN.* (DOC = 8 ppj 



APPLIANCE 
REPAIR— 
MAJOR 
APPLIANCES 

, Major Appliance Repair. Washington Consumers' CHE€K- 
BOOK^ 2, no. 1 (Autumn 1978):65-95. ^ 

• This document repocts a comparison of major appliance- 
repair firms in Washington, D.C. For each firm, it reports 
the different ki?^s ,of services provided, several indicators 
of the quality of^the service, a price index score, the firm's 
. formula for calculating charges, and a repair speed 5core. 
The quality^ of service was assessed in several ways, in- 
cluding a check of complaints' filed'^with local governYnent 
consumer offices and Better Business Bureaus, a survey of 
custbmer satisfactipn, and the length of 'the written guarantee 
covering labor. * • 

Data were collected by several means, including ques- 
tionnaires mailed to CHECKBOOK readers amd to the repair 
firms, and telephone^^shopping" by CHECKBOOK researciv/ 
crs to determine firms' prices and repair speecJ. 

The study found an 81 percent variation in the ap^kfnce 
repair firms' price index scores. There was no evidence of 
, any relationship between price and service quality. 

This article also provides information on. service contracts, 
^ a checklist of things consumers shouft learn about appliance 
^ repajr firms before selecting one, labor hour requirerilents 
for common appliance repair jobs, some troubleshooting sug- 
gestions to help consunrrers diagnose appliance problems, ' 
~ and tips on how to repain an a^ljance oneself.' 

Details of the study plari and copies of the major data, 

ERLC ' ^ ^ 



collection instruments are available m the referenced doc- 
ument and supplemental materials. _ 

The document is available Uom^ Washington Consumers' 
CHECKBOOK, 1518 K St. NW, Suite 406, Washington, 
D.C. 20005, for $5.65 (issue includes two other studies). 
Supplei^ental materials are available from CERN * (DOC 
= 32 pp; SUP = 11 pp] 



Make Your Appliances -Last Longer, Changing Times (July 
1978):25-30. \J > 

This article provides a list of precautions and simple main- 
tenance\steps to keep 32 large and small appliances running 
longer.' General tips are also given on cleaning surfaces, 
safety precautions, and what a consumer should check before 
calling for service repair. 

The document is available from CERN.* (DOC = 6 pp) 



Reliability And Servicing (of major appliances). Which? , 
(October 1^74):292-96. 

This document reports an assessment of the overall service 
provided by major appliance service firms in Great Britain, 
it reports 'on the frequency of 'repairs of various types of 
appliances, some" indicators "of the -quality , of the service, 
and prevailing prices. 

The quality of service was assessed by customer reports 
on how quickly *the repair person, came after being called 
and whether the^appliance was satisfactorily repaired during 
the first visit. 

Data were collected by* questionoaires mailed to 7,800 
members of, the British Consumer Association. 

For 6everal types of appliances, infornl^ition is given on 
the ijuality," speed and price of servicing for each- major 
brand. Results of a similar study done in 1971 are compared 
with the results of the survey done for this articled With' 
two exceptions, machines needed as many repairs as those 
reported on in 1971; serviping quality had declined. 

details of the study plan and. copies of the major data 
collection instruments rare not available in Ihe referenced 
document or as supfflemental materials. 

The document is available from CERN * [DOC = 5 pp] - 



AUTG RENTAL 
AGENCIES 



Belz, Tom. The CarJRental-GorBound. New YorkMagaztne 
(7-14 July 1980):58-61. 

This document reports a comparison <^f two local and 
seven national auto rental agendes*in Manhattan For each 
agency it reports subcompact, compWt, a)nd intermediate 
car fees for daily, weekly, and two-day weekend use. 

Ther^re no indicators of the quality of the service. 

Data were collected by telephone or in-person interviews 
with agency personnel. A notable feature of this study includes 
cross-checking the' price information with a second calL 
' The study found that prices differed by as much as 71 
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percent, with the lowest price being $89 and the highest 
$152 for a 2-day subcomp^ct car rental^ including rental 
fee. fnileagte. gas, insurance, and tax The article suggests 
that car prices and mileage rates may be higher when booking 
the big seven rental agencies (Hertz, Avis, National, Budget, 
Dollar, -fhnfty, and Econo Car) in Manhatten than, in an 
office in another borough m in New Jersey* ^ 

Some details of the study plan and copies of th^ major^ 
data collection instruments are available in the referenced . 
document 

The document is available from CERN * [DOC- 4 pp] 



Birnbaum, Stephen The Auto Rental Follies. Esquire (Au- 
gust 1979).8'9. 

This document reports a comparison of national car rental 
conripanies' prices m four cities, but^ no* indicators of the 
quality of the service 

The study found that prices varied substantially between 
and within the cities. The largest difference within^ a city 
was a low of $19 per day to a high of $88 per day, a 
difference of 363 percent. 

The article indicates that prices of major car rental com- 
panies for every city ih which they maintain offices are re- 
ported in Ground Trar^sportatior} SeruiceSy a supplement to 
the Official AirI'me Gwde .This supplement is available at 
most travel agencies The article also indicates that discounts 
and reductions below published rates are fairly common and 
describes some of the discounts. 

Details of the study p\in and copies of the major dai^ 
collection instruments are not included in the referenced doc- 
ument or as supplemental ca^rials. 

The document is availa^ne from Esquire, Inc., 2 Park Ave., 
New York, NY 10016, for $2 00.* [DOC = 2 ppj 
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American Automobile Association's Approved Auto Re* 
pair Services Fr^ram. Falls Church, Virginia: American 
Aulomobile Association, 1980. 

This document reports how the A^A evaluates auto repair 
shops to decide whether they deserve to be AAA-approved. 
For an auto repair shop to become a AAA Automobile Repair 
/ Facility it must: offer a (variety of repair services; have speci> 
fled equipment; employ at least some mechanics whp aag 
certified by the National Institute for Automotive .Servi^A 
Excellence; have an acceptable credit history. Better* Business 
, Bureau report, and local office of consumer protection report; 
and have satisfied customers (assessed by surveying^^randprn 
sample of the shop's past customers). If a facility meets 
" iaiity standards as determined by a review board, the 
J^I^V must sign a contract with AAA to guarantee its work- 
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manship and abide by AAA decisions in settling disputes 
between AAA members and the facility. 

Exemplary features of the program include the large num- 
ber of criteria used to evaluate a facility and the mechanisms 
used to assure AAA members that good qualitv service will 
continue. These mechanisms include occasional spot checks 
of the facilities, having AAA Members submit rating cards 
after having work done, and a formar customer complain! 
procedure. The Approved Auto Repair Services Program 
was piloted m Washington, D.C. and Orlando, Florida' m 
^ 1975 and has since expanded t^ six otlier states. Approved 
facilities must offer AAA members a written estimate; make 
available replaced parts, guarantee^eir work for 90 days 
or 4,000 miles (whichever comes first), and cooperate with 
AAA to resolve AAA members' complaints 

Details of the study plan and copies of the , major data 
collection instruments are available in the referenced doc* 
ument. 

. ' The document is available free from AAA Approved Auto 
Repair Program, &Ul Gatehouse Rd , Falls Church, VA 
22042.* [DOC = 42 pp] 

j\uto Repair GyjJs And How They Pick Your Pocket. 

Consumers Digest (May 1972).25-8. ^ 

This document provides a brief but useful discussion of 
ripoffs that customers' often encounter when dealing with 
auto repair shops jrhese_ include squirting oil on a shock 
absorber and then poihting out to the customer that it needs 
replacement; cleaning and repainting old parts, while claiming 
to have installed new ones; and demonstrating that the front 
end is loose ^and needs alignment when this is not so. 

The document is available from Cor\sumers Digest, 5705 
N Lincoln, Chicago, IL 60659, for $2.p0* [DOC = 4 pp] 

Auto Repair Shop Survey Results. Cincinnati, Phio: The 
Cincinnati Experience, University of Cincinnati, 1979. 

This document reports a comparison of auto repair shops 
in the greater Cincinnati Srea. For each shop it reports results 
of a customer satisfaction survey oh the following: fixing 
car right' on first try, ^F^ving c^ir ready when promised, letting 
4 you Know the cost early, courtesy! and overall performance. 

Pata were collected by telephone interviews with every 
twenty-fifth household in the Greater Cincinnati white pages 
directory. Over 15,000 homes were contacted by volunteers 
and 3,300 reported their satisfaction with autoj-epair shops 
they had us^d witfiin the past year. 

The study found that 79 percent of the households were 
satisfied with the overall performance of repair work and 
76 percent of the households were satisfied with the ability 
of shops to fix the car correctly on Ihe first try./ 

A Repair Shop Hotline was started^o disseminate the 
infoWiation; callers could recfcive information on as many 
as three shops. * " ^ 

Details of the study plan and copies of the major data 
collection instruments are available in the referenced doc- 
ument. 

The document is available from CERN.* [DOC = 35 pp] 

Auto Repair Survey. New York. Automotive Department 
of the Better Business Bureau of Metropdlitan' New York, 
Inc., 1972. 4 

*See'page 2 for further mfbrmation on acquiring docurr\er\ts and 
supplemented matenals 



This document reports an interesting .assessment of the , 
overall service* provided by all types of auto repair shops 
-in MetrQpolitan New York It contains an in-depth analysis 
of 300 consumer complaints extracted at random from the 
BBB's files The complaint 3ata were categorized into, type 
of shop that repaired car (11 types), nature of the complaint 
(13 kinds), age of the car involved, the amount of the repair 
bill (on the average $254.00), and the Bureau's handling 
and the fesults of complaints. 

The study found that 'five out of six complaints were 
agefinst independent shops; ineffective or poor repairs were 
' the predominant complaint; and the firms failed to acknowl- 
edge 40 percent of the complaints presented in writing by 
" the BBB - ' 

Details of the study plai\are available m the referenced 
* document , 

• The document is available ^rom the Better Business Bureau 
of New York. 257 Park Ave South, New York, NY 10010, 
by sending a self addressed, SVzl' x 11" envelope, with'45C 
'of postage affixed' (DOC = 14 pp] ^ ^ c 



Automotive Repair Guide to Chapel Hill And Carrboro. 

Chapel Hill Student Consumer Action Union, 1979 

This document reports a comparison of autu repa,^ shops 
m Chapel Hill and Carrboro, North Carolina. For each shop 
tl reports the different kinds of services provided, some in 
dicators of the quality 61 Service, Sind prices for labor The 
quality uf servtce was assessed by several indicators, including 
mechdnrtcs' experience and certification, complaints filed with 
the Attorney General's office, and facility characteristics (such 
ds number of stalls and cleanliness) 

Data were collected by personal interviews with shop rep 
resenta.tives and informal inspection visits to determine the 
overall appearance of the shop. A notable feature of this 
study was distinguishing whether 'the complaints filed with 
the Attorney Cenerals' office were unresolved, settled, or 
subject to legal action. 

This booklet provides prices at each shop for at 'least 
ten diffeirent service operations, the types oV cars that a 
shop specializes m repairing, the dtfferent forms of payment 
thaf a shop will accept, and the kinds of parts stocked 
The first section offers helpful hints and suggestions about 
shopping around for repairs and seeking satisfaction if prob- 
lems arise. » * 

Details of the study plan and copies of the major data 
^ collection instruments are not available in the referenced 
docunrient or as supplemental materials. 

The document is available from Student Consumer Action 
Union, Suite B, Frank Porter Graham Student Upiorl #065A, 
University of North Carolina, Chapel Hill, NC 27514, for 
$.35.* [DOC = 36 pp] 



Automotive Repair Investigation Procedures Memoram 
dum. Sacramento, California. Sacramento County^ffice of 
the District Attorney, 1971 and 1972. 

This ^document descr?i)es how to do*a comparison of auto 
repair shops. It tells how to collect information on' the quality 
of service* by trial tests The test cars'^re carefully inspected 
and their condition recorded. An expert mechanic introduces 
a defect in *a part, of the car (such as the transmission) 
*"ch otherwise is in fine condition. The parts which r^ight 
replaced by the repair shop are marked and the driver 
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who takes the car to the repair shop tape records his/her 
conversation with thfe shop mechanic An- expert mechanic 
examines the car after its return from the repair shop to 
check whether the defect has been corrected and whether 
.unneeded repairs have been made 

A notable feature of the method is the detailed record; ' 
keeping to support the findings of the investigation * 

Some of the (\aia collection procedures that can be used 
for such a study are specified in the referenced documjjnt. 

The document is available from CERN • [DOC = 19 pp] 

Car Repair Shops. Washmgtqn^^onsumersl CHECKBOOK 
l,.no. 2 (Summer 1976).7.86.' 

This document reports an extensive comparison of auto 
J' repair shops in the metropolitan Wasjiington D.C. area. For 
each shop it reports the different kinds of services provided, 
indicators of the quality of service, and several kinds of 
price irtforn^tion. The quality of service was assessed by 
several indicators including results of a customer satisfaction 
survey, number of corpplaints on file at local offices of con- 

=" sumer affairs and the Better Business Bureau,* complaint 
rate (number of complaints/number of mechanics), percentage 
of mechanics who had passed a NIASE (National Institute 
for Automotive Service Excellence) skill test, and a ratjrig 
of equipment based on the shop's report of types of repair 
services offered and major diagnostic equipment in the shop. 

Data were collected by several means including mailing 
customer questionnaires to CHECKBOOK me^gazine and Con 

' sumer Report subscribers in the Washington D.C area, mailing 
questionnaires to the repair shops, and examining the records 

* kept by NIASE. Prices were checked by telephone **shoppers" 
using carefully specified repair job descriptions developed 
in cooperation with auto manufacturer' representatives No- 
table features of this study indude cross checking information 
with a second source, collecting price data on as many as^ 
SIX different repairs, and computing equrpment, complaint,-^ 
and price indexes. " . . - 

The sfudy found that the percentage of custorpers satisfied 
with the overall performance of the shops varied from ten 
to 100 percent. Price index scores differed, by as much 
as 84 percent, and prices on individual repairs showed even 
greatefvariatiQn. Quality and prices showed httle correlation. 
Independent shops rated better than dealers for both price 
and' quality' y 
^; The document also provides suggestions on how to deal 
with *an auto repair shop, how tb check out shops on your 
own, how to troubleshoot common problems, and^ how to 
avoid common **ripoffs." . ' * ' 

Details of the ^tudy plan an^ copies of the major data 
collection instruments are available in the rieferenced doc- 
ument and as supplemental materials. An **Update on Car 
Repair" friDm Surnmer 1978 is also included. ^ 

The docuftient and- supplefnental materials are available 
from CERN. Also available, "Update On Car Repair Services" 
^ * from Washington Consumers' CHECKBOOK, 1518 K St. NW. 

.Suite 406, Washington, D.C. 20005, for $2.2.5/ IDOC = 85 

\ pp (7-32); SUP = 39 pp; Update = 30 pp] « 



Dealer Survey of Costs and Repairs On State Cars 
With Intentional Defects. Detroit, Michigan: Detroit Testing 
laboratory (for the Attorney ^General of Mic)iigan), 1973. 

This document reports a comparison of auto dealers in 
the Detroit metropolitan area. For each car dealer it reports 
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some indicators of 'the quality uf service and the costs of 
the repair >Arurk Tht ^u<jlity uf stircice was assessed by 
trial tests uf the stTcjccs An. intefitional defect, a faulty 
spark plug vA»ire, was introduced into five state owned vehicles 
and taken to 35 dealers An expert mechanic examined 
the car befur^ and after it went to the shop to determine 
what repairs had been made , Identification was placed *on 
sonnfe car par/s vA^hich might be unnecessarily changed 

The study found tl>al only ten o\the 35 dealers (29%) 
replaced the defeptKe s^ti, did not install other unneeded 
parts, and^ch^r^d a reasonable amount (less than $14 00) 
Seven of tbc dealers (20%) replaced only the defective wire, 
but charged more than S14 00 Fourteen (40%) replaced 
the defectiCfc' wire, but alsg did other unneeded repairs and 
.lour of the dealers (11%) did not recognize the defect 

Some details of the study plan are available in the ref- 
erenced document 

The document is avaii^blefree from the Attorney General 
of Michigan. Consumer Protection Division. 525 W Ottawa. 
Lansing. Ml 48913 \[DOC = Bl pp] 



Dealership Image Survey XYZ Toyota. Los Angelas? Hen 
drix. Tucker & Walker. Inc Marketing Research and Con- 
sulting, undated ^ ' • ^ 

This document describes how to do a study of Toyota, 
owners' upinions about th^ir Toyota dealership The study 
procedures were developed for Toyota Motor Sales. U.S A 
Inc . as a self assessment- management tool The owner's^ 

• opinions tu be assessed mclude fthose"* about salesper^ns"" - 
knowledge of car rpud^ls. salespersons' ability to handle paper 
U/brk quickly, cleanliness, efficiency, and speed of work' by 
the service departnrtent, and commu4>lc^ftlon1fcy service per » 
sonnel wh^n explaining jhe car's repair problems and offering 
repair cost estimates ' * . ' 

• The, data are to ^be icollected by questionnaires mailed \ 
to a rafidom sampling t^f ihe deal»jr's^<;jjentele Questionnaires ' 
for the dealer's -employ ee^^te also aiftilabU The^?^ can be 

' used to assess the empluj^ees' ^lews 9^ how. the customers ^ 
perceive' the dealership , ^ 

0 Copies of the data collection instruments are available 
in the referenced dp^ment ^ \ ' - - ^ 

f .TJie document is available from Toyota. Customer R«- 

' lations, 2055 West 190th St . Torfance,j::A 90504, by sendfng. 
a self addressed, starriped, legal size envelope * [QQC = 47 
pp] . ' ' " * ' 



. Diagnostic Centers. Washington Consumers CHECKBOOK * 

1. no 2 (Summer 1976)'82-92 < ^ ' 

> 

This document reports comparison of "4»3gnoslic centers 
irt rrietropolitan Washingto/i D £ For each ceoter.^ij; reports 
the different kinds of services provided, some indicators of 
the quality of service, arul prices The quality of service-. 
wa'S* assessed by the available equipment, trial t^sts of the 
services, ^nd employee certification by the National Institute 
for Automotive Serv[ce Excellence 

Data were collected^ by inducing a problem in one auto 
mobile Th« car was then taken to se'ven centers in^the 
area for diagnosis* 

The study fuund that' at different diagr\pstic centers rec 
ommended repairs ranged^from a few minor, jobs estimated 
to cost $42 to many major jobs with a price tag of $450. 
iocument suggests that the differences may be due . 
diagnosticians' skills in identifying^ needed repairs, the 



tendency of some diagno;5ticians to be more oriented towards ^ 
preventive maintenance than others, ^nd deliberate fals€ di- 
agnosis as a way of creating repair business (All centels 
were affiliated with repair facilities F It is corKluded that 
diagnostic centers may not be as helpful to consumers aS 
some supporters ^laim A few questions to- ask when shopping 
for an aJto diagnostic center are provided . ^ 

Some details of the study plan are available in the ref> 
erenced document « * w 

The document is available from CERN * [DOC = 7 pp] 



Dowhs. Larry and Wilier. Gary JnPIRG'Auto Repair Survey' 
Methodology and Results. Bloomington. Indiana, Iridiana 
Public Interest Research Group -of Bloomington. Inc.. 1974, 

This document reports a comparison of auto repair service 
stations in Bloomington, -Indiana For each'-^tation it reports 
the different kinds of services 'pro\^ided. some indicators ^of 
the quality of the service, and prices for repair Jfhan induced 
problem. The quality of service w^s. assessed by trial t^ts 
of the services. -TKe auto'motive .engineers 'of the Institute 
for Research m Public Safety intentionally introduced a prob- 
lemyn^he car (incorrect dwell angl^ for the ignition points). 
A volunteer then Risked for repairs St 22 service statidhs 
and the quality anpl need -for the, repairs vOas determined 
by the Institute 

The st^dy found that 27 percent of the stations correctly 
fixed the -car. with prjces differing' by 139 i5ercent. The 
other 73 percent of stations failed to fix the car and charged 
for their service or pa^ts. at xpFices fron^ 33c to $14,78. 
The r^latiqn between numri?r of questions asked by the 
^m^hanic when the car was first^brought in and quality 
of workmanships was investigeUed. but no positive or negative - 
c'^orrelation tould be^ drawn Helpful hints, on autp repaij' 
fojr motorists are incl^uded ^ ^ 

Details of the ,-study plan and copies of the; major data'*' 
collection instrum/snts are availat>Ie in the reTerenced |doc- 
ument ^ . ^^ * 

The document is available froip^^Irf^iana Public Interest 
Research^ Group, 406 N, Fess.. Bloomington. IN 47410, for . 
$.75.* [DOC =.17 pp] • ' , . 



Hovik. Suzanne and Vaughan, *Peter Auto Repairs. ?'he 
MmneapoTis Star (2S May 1974--7 June 1974) 

This document reports a major comparison of duVo repair 
shops ^ir> Minneapolis. Minnesota For each shop it reports 
some indrcators of the (g^ality^of serv)ce and prwes. The 
quality of service was assessed by complaints fiUd.wlth con- 
sumer a(^a^rs offices and trial tests of the Services. 

* Data were collected by: using six Q^p^that were checked 
and found to be in good condition, by a qualified mechanic. 
Service stations ^pfd independent garages were chosen at 
random ^with consideration of geographic distribution, but new 
car^dealerships Jhalf of sample) were chosen on the basis 
of complaints filed with (^onsumer protection offices Specific 
defects were introduced into the, cars Twenty sjx shops were 
visited' twice with cars with different problems Aiter'each 
visit the consulting mechanic would ^^termine whether the 
problem was correctl^Tdiagnosed* and rjefWrtf^d, and if any 
unnecessary work was done Exemplary features of thfs study 
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*See page 2 for further infortnutturi 
$upplemer)tQi matenals ' 
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Include cross-checking iniormation by asking auto repair shops 
(after ■ the work was completed)' to explain the work ^and ^ 
Its cQst, and using more than, a single trial test of the services 
of each shop. 

The study found' that 20 percent of the shops, visited 
made unnecessary repairs ^to the car while 71 percent df 
tKe. shops provided saftsfactory work a< reasonable prices. 

Some Retails of tjie stcuiv 'pUn ar^^-available in the ref- 
renctd document, * 
The'document is available from' 

~ • / 



i are^-available in the ref 



How Fair Are Repair C<yts. Consumer Reports 44 (April 
^1979): 196-7. 

This document provides a brief but useful discussion oj 
labor charges for a^ip repciir work. The article suggests 
that th^^ time alloted ft)r different repair jobs in the flat- 
rate manuals l^wblished by Chilton* may not' reflect the .actual « 
time, but about 25 percent moFe time than necessary. Thi% 
theory w^s tested by Consumer Reports Auto Test Division 
where five cars underwent a total of. 18 repairs, requiring, 

'29 hours of labor by CR mechanics For the same repairs,, 
the Chilton manual suggests 36^2 hours The auto manu- 
facturers' flat-rate manuals list the needed labor time as 
less than CR's 29 hours, i ^ . • . 

i The document is available from Consumers Union, Readers 
Service^ 256 Washington St . Mount yernon, NY 10550. 

' for approx. -$1 25/ (DOC ^ 2 pp] ^ » • ' 



How To Find A Good Mechanic. Consumer^eports 41. 
(April 1976):199.204, 

' This document sugg^ts sev^eral things that an individual 
■ shotifd learnT^bout car mechanics before selecting one. It 
suggests that the quality of service be assessed by several 
indic4tars» including equipment, facility characteristics such 
as orderliness ajid efficiency, and mechanic certification by 
the. National Institute for^ Automotive Service Excellence. 

This artlcl^uggests consumers look into diagnostic^centers 
(particularly ones unaffiliated with repair shops), auto repaar 
^oops, and dd'-itryoarself repair books.' (A short annotated, 
bibliogrpahy is included.)" 

The documei\tis available from Consumers Union, Readers 
Service/ 256 Washington St.<^Mount Vernon, NY 10550, 
for -approx. $1:J^* (DOG =6 pp] . 



Aa Investigation Of Market Condi^oM Of The* Auto 
'Repair Industry. Boulder, Colorado: Colora^tS^blic Interest 
Research Group, Inc., 1977. . 

This docvrm^nt reports an exemplary Comparison of auto 
repair shops in Boulder, Colorado. The goal was to determine 
^ the nature, exfent, and likejihood of problems or fraud in 
the auto repair ihdustry. For each foreign car rej^air shop 
it reports th^ kind of services provided, some indicators of 
the quality of servicfe, and prices for repair of an intentionally 
Introduced problem in a sample c^ (loose drive belti_,--y 
-The quality of service" was assessed l:^ triaMests of the 
services, folloUfed by an expert* mechanic*s examination of 
the repair worla Quality was also assessed by impressions 
of the inv^sti^htirs based on personal intera^ction -with shop 
^ mechaflfcs. * 
^ An- exemplary feature of this study was the care taken 
we a defect that involved only«one i/dependent variable. 



was easy to detect, ahd would be a natural and normal 
occurrence. \* » 

The study found that prices differed b^ as much as 1168 
bercent for repair of aloose drive .belt, with a low of $5,00 
bd a high of $63.38. Of the eight shops surveyed, 87 5 
ier<ient correctly diagnosed the problem, Irot 100 percent 
performed unnecessary service and 50 percent unnecessarilv 
Dlaced parts. In addition, 37, 5, percent of the shops th« 
correctly diagnosed the problem did not remedy the symptoms 
witn the services they performed, 4c 

recommendations for qgnsumers and the Colcrado state 
legislature^ are included, ^ f 

Retails of the stud^ plan and copies of tjpe major data 
collection instruments are available in the referenced doc- 
ument.. . ' ^ , 

ThV document is available from CERN * (DOC = 54. pp] 

' \ 

Maloney. Celia A., AldeTTnan, Tom, and Williams, Nat Il- 
linois,- Consumers' Auto Repair Inquiry Chicago- State 
of Illinois, Office q^he Governor— Consumer Advocate, 1974 

This docum§/it reports an afSSessment of the overall service 
pfovidcvd by ^ auto repair shops in Chicago, Illinois. It reports 
on the different kinds of services provided, sbme indicators 
of the quality of ^ the service, and prices igJ Repair of a 
loosd alternator belt The .quality of service was assessed 
by triaj terts. Customers took cars wifh an intentionally loos- 
ened alternator belt to 20 randomly selected repair shops. 
The customer pointed out the symptoais of the problem, 
asked for the car to be repaired,, and then had'the completed 
work inspected by the -Chicago AAA office. 

The average cost of repair was 300 percent of the maximum 
rate ^llowed by Chilton's "Flat Rate Manual for a loosened . 
alternator belti 50* percent of the shops, additional un- 
necessary jvork was performed. 

* 'The purpose of the survey was to determine the need 
for consumer protection (legislation)\^in the Illinois auto repair 
indu^^. 

^Details of the study plan and copies of the major data 
cot&tion instruments ar^ not available in the referenced 
document orMn supplemental materials, 

The document^is available from CERN.* (DOC =11 pp) 



Schroef, Bernard, Jones, Burton, and Peters, Joseph Se- 
lective Survey Of The Capability Of Representative 
Automobile Repdtr Facilities To« Diagnose And Repair 
Automobiles: Transportation Survey. Washington, D.C; 
U.S. Department of Transportation, ,4979. 

^ This document reports \ major study of autd repair shops 
in seven cities throughout the United State?. For each shop, 
'identified only by a code number, it' reports some indicators 
of the quality of service and costs. The quality of service 
was assessed by trial tests to determine which shops perform 
unnecessary or unsatisfactory repairs and charge more than 
generally accepted rates for repairs. - 

Data were collected by locating reputable repair facilities 
in each of the 'seven cities. These facilities inspected the 
62 cars, documented the vehicle parts, and induced a mal- 
function. Each car* was taken to a randomly selected auto 
repair shop ahd after completion of the repairs was re« 
inspected by the reputable repair facility to learn how sat- 
isfactorily' the ^shop repa^ired the described problem. Two 
different, kinds of m^lfunttiops were introduced and a third 
kind was sometimes present in the test cars An exemplary 



feature of' this stdidy was selection of ri^air facilities so that 
the results would be reasonajbly representative of urban areas* 
tJyoughout the whole country. 

The study found that 39 percent 'of the* cars had un- 
necessary repairs, 20 perceHt of the cars did not have the * 
induced nnalfunction repaired, and 51 percent of the Cars 
were either over- or under-repaired. It concluded that motorists 
have a 50-50 chance of having repairs made on their cars 
thaf are not needed or of not gettihg needid repairs. Details 
of the study* plan and copies of^he major data collection 
instruments are available in the referenced document. 

The document is available from the National Technical 
Infotmation Service, 5285 Port Royal Rd., Springfield, VA 
22161, for $8.00 (#PB 299 789).' [DOg = 75 pp (1 22)] 



A Test Project On The Effects Of Automobile Repair 
Documentation In The Washington, D.C Metropolitan' 
Area. Washington, D C. Metropolitan Washington Council 
of Goverhments, 1974.-" 

This document describes how to do a comparison of auto* 
repair shops, it destribes how to collect ihf or mation -on some 
indicators of the quality of service, and prices The indicators 
of quality include complaints filed vyith local consumer offices 
and trial tests of the services. 

An expert mechanic prepares three or four; cars with 
one fault. Then someone p^dtographs the identification nun> 
bers on the car parts tj>^ should be or may unnecessarily 
be i^placed Thk cajpsare taken to shops that have a high* 
number of cop»dmer complaints. The conversation between 
the customer and shop representative is recorded The repair 
work is checked by the expert mechanic to determine whfether 
it IS faglty or unnecessary If incriminating evidence is ^thered 
on 2my of the tested shops, it is given to the consumer 
affairs office with jurisdiction over the shop for possible pros- 
' ecution. A notable feature of the, proposed method is its 
thorough documentation of work done on the car* and of 
the customer's conversations with shop representatives. 

The document includes a step-by-step list of work activities, 
a proposed budget, and a staffing schedule. This proposed 
study was never implemented. 

Tje document is available from CERN.* [DOC = 10 pp] ' 



The I Trouble With Auto Warranties. Consumer Reports 
44 (pctober 1979):598-601. 

This document contains an excellent discussion of original. 
Implied, and extended service warranties for automobiles.* 
It discusses what each, type of, warranty includes, what ad- 
vantages and disadvantages consumers will find with each 
typ^, and ways that consumers can assert themselves to 
obtain their righfs under a warranty. Eight extended service 
contracts offered by auto manufacturers and insurance com- 
pan es arW compared An terms of duration, sugfgested price 
(varies u/lth model), rental car allowance, tow reimbursement, 
use I of independent shops, an(j other features. 

The document is available from Consumers Union, Readers 
Seri/ice, 256 Washington Ave., Mount Vernon, NY 10550, 
'-^'")prox. $1..25.* [DOC - 4 pp] 
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PAINT AND BOl) Y 



Body>^hop8. Washington Consumers' CHECKBOOK' 1, no. 
2-(Summer 1976):115-23. 

This document reports an innovative comparison oi auto- 
mobile body shops in metropolitan Washington, D.C. The 
quality of serj^e by shops was assessed by insurance claims 
adjusters* and, appraisers' ratings. 

Data were collected by mailed questionnaires. Forty-five 
percent of the questionnaires were returned', probably because 
the respondents were assured anonymity (they were told 
not to put their names on the form) 

This document also provides a large amount of practical 
consumer information on how. to deal with your insurance 
company, what to expect of a good ^dy shop, how to 
check out a body shop, and h6w to get good service from 
^ shop you select. ^ • 

Details of the study plan and copies of the major data 
collection instruments are available m'the referenced doc- 
ument and as supplerhental materials 

The document and supplemental materials are available 
from CERN [DOC = 9 pp; SUP ^ 4 pp] - 



Brobeck, Stephen, Fotland, David; and Scheiferstem, Dann. 

Auto Body Repairs, bait & switch 2. no., 8. Cleveland, 

Ohio. Cleveland Consumer Action Foundation, undated. 1- 
2 " . ' 

This jdocument reports a comparison of prices at auto 
body shops in Cleveland, but no indicators of the quality 
of the service. * 

By collecting estimates at 32 body shops and car dealers, 
several conclusions were drawn. Some ^hops and dealers 
are considerably more honest and candid than others; the 
cost of bodywork is extremely ^ligh, and prices vary by 
as much as 200 perj^nt among shops. - - 

Testimony presented before theVl.S. Senate Subcommittee 
ort Antitrust and Monopoly in 1969 by an insurance expert 
is integrated into the article, offering insight into why body 
work is so costly. A procedure for locating a high quality, 
reasonabjy-priced body repair shop is included. 

The study methodology is summarized briefly in the ref- 
erenced docuiTient. 

The document is available from CERN.* [DOC = 2 pp) 



Ries2, Charles. Repair Estimates Fast/ Unpredictable. 

Da\;ton'Dail\; News (21 February 1971):1, 13.' 

^ This document reports an interesting comparison of pric^ 
at auto bocly shops in Dayton^ Ohio, but no indicators of 
the quality of the service. 

Data were collected by taking a dented station wagon 
to 12 area body shops for written estimates on the cost 



*See page 2 for further information on'^cquinng dotuments and^ 
supplemental mttenals 
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of repairs. o 

The study found that prices differed by as much as 66 
percent /from $259.^8 to $427 85) and were influenced 
by evidence of insqrance or lack of i|. 

"Expert$" were interviewed about what accounted for 
- the high costs of repair jobs and the causes for differences 
between prices at various shops . 

Sonne details about the study plan are available in the 
referenced document 

c The document 19 available from CERN.* [DOC = 2 pp] 

: ' • . • ^ * ^ 

- Stephano, Peter. Bargain Raint Jobs: A $39.95 Cover* 

Up? Better Horn^s and Gardens, 1973'! 

This document suggests severaJ things thai an individual 
should learn ^bout auto paint and body shops before selecting 
one. It discusses' the different kinds of services provided 
by shops and several ways to judge the quality of the service. 
The quality of service can be assessed by checks of complaints 
filed with Better Business Bureaus, checks w^ih previous 
customers or neighbors, the type of paint used, and inspection 
of the facility to determine the finishes of cars being completed 
A brief analysis of what **bargain jobs^ might consist and 
a checklist on how to select a shop are provided. 

The document is available from CERN * {DOC = 2 pp] 



CAMPS 

Condensed Standards For Organized Camps. Martinsville, 
'Indiana: American. Camping Association, 1979. 

This document describes how the ^ffhSrican Campir^g As- 
^sociation (AC A) compares camps to determine whether they 
are eligible for accreditation. ACA sets standards, which 
represent desirable practices basic to (}^ality camping pro- 
grams. The standards apply to four operational categories: 
site, administration, personnel, and program. There are also 
^ standards for special programs and persons with special needs. 
V The ACA evaluates camps that have applied for meonbership 

, * b^ examining camp records and inspecting the camp. The 
information^ collected is compared t6 the standards and if 
at least 75 percent of the applicable standards are met 
by a camp, it can be accredited. » Accredited camps are 
revisited every three to Jive years by certified visitors to 
see that compliance with standards is- being mSintained.' 

The standards look at such things as: housing, food service, 
and toilet facilities; management procedures for records, in- 
ventories, and insurance; counselor-to-camper ratios according 
to^^mpers' ages; and availability of program activities that 
encoahrage cooperation, learning, and adventure. ACA has 
also developed a Code of Exemplary Ethical practices for 
camp directors of accredited camps. 

Amencan Camping Association Camp Sta(ldardsJ^Jith In- 
terpretations For The Accreditation Of Organized Camps (Mar« 
tinsviUe, Indiana: American^Campinq^Association, 1980) offers 
detailed data collection information and is available as sup- 
plemental rnaterial. 

The document and supplemental materials are available 
from the American Camping Association, Bradford Woods; 
Martinsville, IN 46151, for $1.80 and $8.00, respectively.* 
^y^C = 28 pp; 5UP = 91 pp] ^ , 
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Fields, Carmen and Meier, Mary. Many Factors in Selecting 

Summer Camps. The Bq^ton Giobe (19 Junevl976)*20. / 

This document reports a brief companion of summer camps 
in the Boston, area. For each camp, it reports the different 
kinds of services provided and the costs. The article discusses 
, some oi^the various types of camps and noentiori^^a few 
* questions that parents should ask about a camn when looking 
for one^ Referencies are made to other sourcev>Qf camping 
information, and limited information is provided on schol- 
arships for campers and counselor training programs,; - 

Details of the study plan and copies of the major data 
collection instruments are not available m the referenced 
document or as supplemental materials. 

The document is available from CERN.* [DOC = 2 pp] 

Flaste, Richard; How To Pick A Camp. The New York 
Times Magazine (20^March 1977):86-92. 

This document suggests several things that an individual * 
-shoud learn about summer camps before selecting one. It 
discusses the different kinds of specialty camps available. 
It suggests judging camps by several things, including the 
recommendations of camping guides; the camp director's 
attitudes and philosophies; the ratio of campers to counselors; 
the percentage of counselors who keep returning to work 
at the camp; types of activities planned for education and 
recreation, particulai^ly on rainy days; the arrangements for 
medical aid, and impressions based on personal visits to 
the camp by parents ai#?lJheir .children. An extensive listing 
of camp directories is included. ' 
* TIte document is available from CERN.* [DOC = 5 pp] 

How To Shop For A Camp. Consumer Reports 41 (March 
1976):170-175. ' r • 

This document is a fairly thorough discussion of things 
an individual should learn about summer camps before se- 
lecting one. It covers the different kinds of services provided 
by Scout, Camp Fire, **Y", spor|s, coed, or other camps, 
and severail. ways to Judge the quality of the camps. It suggests 
that the quality of camps be assessed b^ nrrany things, including 
accreditation by.the American Camping Association or ratings 
by the Boy Scouts of America; the camp director's training 
and experience; and parents' and childrens' written eval- 
uations of camps on file with such organizations as the Parents 
League of New Vork and the Boston Parents League. 

Three basic steps ior camp selection are laid out to simplify 
the decision for parents ancT children. First, decide on what 
kind of camp one wants; second, locate a group of camj;^ 
that meet the description; and, third, choose a camp from 
that group. Several national' camp directories are recom- 
mende'd to aid in this process. 

The document is available from Consumers Union, Readers 
Service, 256 Washington St., Mt Vernon, NY 10550, for 
approx. $1.25.*it)OC = 6 pp] ^ 

1980 National Standards For Scout Camps. Dallas/Fort 
Worth, Texas: Boy Scouts of America National Headquarters, 
1980. 

This document contains 'the standards by which the Boy 
Scouts of America evaluate their scout camps. The standards 
cover such things as facility characteristics, employee cer- 
tification, policies of the administration, and content of edu- 
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cational programs.fThere are 108 separate standard^^Each 
standard is stated and foUowed by an explanation of what 
constitutes compliance 

The document also includes a discussion of how to conjduct 
a* compliance appraisal, ^how to rate camps on an ABC 
scale, and the circumstances under which thei Boy Scout 
council or the regional office should move to close a camp 
facility. - 

The document is available free from Boy Scquts of America 
National Headquarters, P.O -Box 61030, Dallas/Ft Worth, 
TX 75261 • (DOC = 24 pp] 



1980 Parent's Guide To Accredited Camps (Northeast). 

Martinsville, Indiana: Afnerican Camping Association, 1980. 

* This document reports an extensive comparison of the 
American Campyr^ Association 'jSv. accredited campTNn the 
northeastern United States. Por eacki^amp, it reports the 
different kinds of>»ervices provided and fees Since all camps 
are accredited, a minimum level of quality is assured. (Refer 
to Condensed Standards For Organized Camps from the Amen 
can Camping As^ociatioij^ in this section of the bibliography )" 

Data were collected by questionnaires mailed to accredited 
camps or information taken from the American Camping 
Association's membership records. 

There are three other editions of the guide for other regions^ 
of the United States (the Midwest, West, and South). Camps 
are categorized in the Guides by state, program activities, 
and special au*clience needs. 

« Details of the study plan and copies of the major data 
collection instruments are available in American Camping 
'Associgtion Camp Standards With Interpretations For The Ac- ' 
creditation Of Organized Camps. Martinsville, Indiana: Ameri- 
can Camping Association, 1980 ($8.00). 

The 19W Parents Guide is available from the American 
Campingl|[ssociatron, Bradford Woods, Martinsville, IN 
46151, for^'$3.95.* [DOC = 101 pp (16/1 /16/4. 16/47 • • 
16/51)]' 



Papp, Laszio Build a Safe Camp. Camping Magdzme 46 
(September 1976):2^;;2^ ^ 

This article talks about considerations for building a safe, ^ 
sanitary, and healtjhy camp? These considerations include 
having a reliable source of water, a safe waste disposal 
system, adequately-sized toilets or latrines, facilities located 
at an adequate distance from each other, building materials 
that are selected with safety in mind, and a swimming area 
that has a gravel bottom and allows for fast rescue. Oth^ - 
practical and important ideas for- a safe camp are also dis- - 
cussed. References are nrxade to government agencies that 
might be contacted for further assistance when building a 
camp or inspecting it. . 

The document is -available from Camping Magazine, Ameri- . 
can Camping Association, Bradford Woods, Martinsville, IN 
46151; for $1.50. [DOC = 2 pp] 

Rakstis, Ted J. Whicfi Summer Camp Is Right Fof Your 

Child. Today's t^ealth 49 (presently called Family; Hedlth) 
(May 1971):35-37,52,54,55. 

This document suggests sever|l things that an individuals 
should learn about summer camps, particularly specialised * 
r|*nT)3^ before selecting one. It discusses the different kmds 



of specialized camps, ^ome ways to judge 'the quality of 
services, and some shams to beware uf when selecting a 
camp. It suggests that the quality of service be assessed 
by such factors as accreditation by the AmericaqCamping - 
AssociatiorfTcounselor qualifications, and variety of acxifities 
available It recommends cTiecks with parents of campers 
who previously attendee;], and careful assessment of how 
well equipped the camp is lo fulfill its claims for providing 
a specialized education, say, in music or baseball. 

A few camps are profiled to illustrate the variety of pro- 
grams at specialized camps. An overview of the whole. camping ' 
industry is offered and some '^experts" are asked to project 
future camping trends. 

./IJl^ocument is available fronrj C^RN/ [DOC -'"^pp] 

Weinstein. Grace W On The Trail to The RigM Summer 
Camp. MONEY 2 (April 1973).29-31 

This document suggests several things that an individual 
should learn about summer qamps before selecting (Jne^Five 
types of specialized camps are discussed in sofne detail, 
mcUidipg wilderness living, sports, ^travel, farmingr and flying 
camps. It 3tiggests that quality can be assessed by several 
factors, locluding accreditation by the Amerttan Camping 
Association, the director's and counselors' goals and objectives 
for the campers, appropriateness of equipment for activities 
(particularly if it is a speqialized camp), and counselor training. 

The document is ^available frofn MONEY Business Officii; 
Time and Life BIdg , Rockefeller Center, New York, NY * 
10020,. for $.75/ [DOC = 3 pp) 

CEMETERIES 

Cemetery Survey. Washington D.C.: Consumer Affairs Com- 
mittee, Americans for Democratic Action, 1978. 

This document reports a comparison of cemeteries in met- 
ropolitan Washington, D.C. For each cemetery,^ k reports 
the different kjnds of services provided, and prices. There 
is also an explanation of each cemetery service and whether 
or not that service is required by law Data were collected 
by several means, including questionnaires mailed to ceme- 
teries* and telephone ^nd in-person interviews with cemetery 
salespeople 

The study found that grave sites ranged in price from 
$150 to $2,500. Grave marker prices ranged from $160 
to $4,000. 

This document is designed to inform consumers how they 
can personally use the Information gathered and how they 
can survey other cemeteries. General etdwice to consumers 
is provided in a 15*point format. 

Details of tKe study plan and copies of the major data 
collection instruments are available in the. referenced doc- 
ument and in Michael Heffer's A Guide To Producing Con- 
sumer Shopping Surueys (refer to the Research Methods secfion 
in the bibliography) 

The Cemetery Suruey is available from Greater V^fashingtpji 

<-* 

*See page 2 for further information on acquiring documents and 
supplemental matenats 



Americans for Democratic* Action, 1411 K St. NW, Suitor 
850. WashiAgton, D.C. 20005, Vor $4.00/ [DOC = 27 ppj 

The Cost of Dying: A Consumer Guide to Funeral H^mes 
in Lorain County. Columbus, Ohio: Ohio* Public Intercast 
Research Group, Inc. and Consumer Funeral Research Gfoup,. 
undated^ 

Refer 'to^'Tuheral" section for annotation on this document. 



federal Ttade Comn)ission, Seattle Regional Office, The 
Price Of Death: A Survey Method and Consumer Guide 
For^u'nerals» Cemeteries* And Grave Markers. Wash- 
ington, D C.: Government Printing Office,. 1975. 

This document describes how to do a comparative study 
of cemeteries, funerals, and grave markers. It tells how to 
' collect information on the different kinds of services provided 
and the prices, but not on wadicators of the quality of the 
service. 

• Jhe document details the use of in-person interviews with ^ 
'^emeterv/, funeral^ and grave matter sales ^affs. It provides ' 
thorough, but simple directions It also offers substantial back- 
ground information, and a glossary of terms for training si^ 
veyors — "'^^^ 

" Copies of data collection instalments that can be used 
for such a study are available in the referenced document. 
The document is available from the Government Printing 
. Office, Washington. D.C.^ 20402, for $1.05 {#018.000.00- 
185.^).* [DOC =-53' pp] 



CHARITIES 



Bakal,. Carl. Cjiarities: Which Oncf Are ^rilT Giving 

. To? Readers D\qe%X 104 (February 1974):82.6. 

This document suggests several things that an individual 
should learn about a charity before making a donation to 
Mt. It discus$es some ways to judge the quality of.perforn)ance. 
These include whether the charity is licensed when required 
(23 states and D.C. regulate them), efficient. of %e office 
operations, whether the methods of fundraising and promotion 
are ethical, how active and responsible the Board of Trustees 
is, and the public availability of an annual report and bud3et. 
Examples of charity rip.offs and organizations that misuse 
funds are (hcluded. x 

The document is available from CERN.* [DOC 3 pp] 

Do More Good With Your Charity Dollars. Changing 
Times (December. 1979):25'7. 

This document suggests several things that anjndividual 
should learn* about chari|fies before selecting one. It discusses 
several ways to judge the quality of service, such as by 
learning how long the organize^tion has^een in existence, 
what geo§)raphical area ana number of people benefit from 
the charity, who are on" the organization's staff and board 
of trustees, what are the various sources of income for the 
charity, ah4 how much was spenj last year on programs, 
-^Tilnistration, and funt^ising. • • • 



The article suggests two good sourc^es for information on 
individual charities; the Philanthropic Advisory Service of 
the Council of Better Business Bureaus, and the National 
Information Bureau. The Foundation Directory, v^hich includes - 
synopses of individual foundations' guidelines for the charities 
they support. Is also mentioned" as a useful sourte. 

The document is available from*" Changing Tin\es Reprint 
Service, 1729 H St. NW, Washington, D.C. 20006, for $1.25/ 
[DOC = 3 pp] 

GildC, William. Children's Charities: The Golden Fleece? 

Todays Health (presently called Family rtealth) (October 
1974):35,36,3.8,39,65,66. 

This dqlument provides a brief but useful discusston of 
' abuses th^ citizens sometimes encpunter when dealing with' 
charities that allegedly help youth. These include charities 
that collect nUllions of dollars, y& spend as little ^s ten 
percent of their incftme for actual work with children, and 
organizations that pretend *to be charities (such as candy 
peddlers), but are actually profit.jnaking companies using 
deceptive names to mislead ^ople. Some states regulate 
chanties, button the whole, fede>^tax laws an4 regulations* 
are haphazard and not rigorously enforced, allowing charity 
operators to go their own way with little government sur- 
veillance. The document suggests that these frauds can be ■ 
prevented if citizens investigate charitable organizations before 
giving. 

The document is available from CERN.* [DOC = 6 pp] 



Give But Give Wisely'. Washington, D.C: Council of Better* ' 
Business Bureaus, Inc., Philanthropic Advisory Service (June 
1980). ' , , ' 

This document reports an extensive comparison of national^ 
and international soliciting charitable organizations. For each 
charity it reports on whether it faib ip comply with. 14 
standarcfs for ethical conduct. The stan^rds are summarized 
in Better Business Bureaus Standards forO}aritab^ Solicitation 
(Washington, D.C: Council of Better Busth^ssBureaus, Inc. • 
(1980) 15 ;pp.) The document provides the- corhpliance in- 
formation^on approximately 300, 'charities about which the 
BBB is most frequently asked for information. 

The BBB maintains files pn almost 10,000 ditfejent cheiV- 
ities. Individual .reports are available on |ach of these. The 
repotts provide information on: background,* purpose, major 
activities, managenxent, financial condition^, uses of contributed 
money, fund raising methods, and tax status. They also state 
whether each charity meets BBB standards and, if it does 
not, .the reasons. 

Data were collected by mailed questionnaires to charities! 
th*at have requested review by the BBB and to those about 
which many inquiries have been received by the BBB. The 
BBB also examines records of the local agencies which regulate 
the charities, and requests audited reports by certified public 
accountants. This allows, in many cases, for cfoss-checking 
information against a second/«)urce. The BBB lists charitable 
organizations which refuse /o provide requested information, 
and indicates their lack of cooperation. 

Details opffie study plan and copies of the major data 
collection instruments are available as supplemental materials. 

The, document is available from Tl^e Council of Better 
Business Bureaus, Philanthropic Advisory Service, 1150 17tb--^ 
St. NW, Washingtdri; D.C. 20036, for $1.00. The Better 
Business Bureau's Standards are available from the same 
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source, for $L00 * Supplemental materials are available from 
CERN. (DOC = 5 pp; SUP = 5 pp). 

* United Way: Are tlie Criticisms Fair? 'Changing Times 
^(October 1977):29.31. * 

This document provides a brief but useful discussion of 
some criticisms frequently made about the United Way. The 
United Ways responses to these criticisms are also given. 
Some of the criticisms lodged against United Way e^re: it 
IS too large and powerful an organization; it sometimes un- 
dermines chanties that aje very worthwhile^ but doTiot have 
UW backing; it pressures people to contribute because it > 
operates through employers; and it allows some organizations 
suchp as Salvation Army and Ai^ierjcan Red Cro?s to solicit 
the public twice» once in the United Way ^campaign and 
again in their own driviss. United Way's responses to these 
criticisms are. it is efficiently run, unlike some smaller charities; 
only 11 percent of the amount* collected goes to administration; 
it reduces the number of charitable solicitations that a person 
receives in the mail, it allows organizations that he^ve not 
been funded by UW to speak out at a public hearingr, and 
the public supports 1>W because It waots to, not because 
of Jhe alleged pressure. 

The document is available from CERN * (DOC - 3 pp] 



Wise Giving Guide. New York City National Information 
Bureau, Inc (June 1980). 

This document"^ reports an extensive rating list of -national 
charitable organizations. It reports whether each of 350 or- 
ganizations complies with eight standards of ethica^ conduct. 
The standards are summarized in NIB's^ Basic Standards in 
Philanthropy; (New York, NY: National lnf(>rmatit>n Bureau, 
Inc., 1977). Organizations which do not provide the requ^sted^ 
informahbn are included in the list, and their Tack of 
cooperation is indicated. The document is* updated monthly. 

Detailed reports 'about each charity are also available. 
The^reports provide information on: background, structure, 
pypose, program, fundraising, personTlel, and finances. They 
a^o state whether the charity meets th^ NIB standards, 
/and if not,- why. x , ' 

Data are collected by questionnaires mailed .to most na- 
tionwide chanties, and to others that have requested review 
by NIB or about which many inquiries have been received. 

The document is available from National Information Bu- 
reau, %,c.,. 419 Park Ave. South, New York, NY 10016, 
for free. The N/B's Basic Standards is available from' the 
same source, for free. (DOC = 8 pp; SUP =17 pp] 



This document reports a comparison of ten banks in Mc- 
Lean^ \(Uginiar-cc^p:iRiled by a high , school consumer math 
class. For each ba'hk,' it reports tHe different kincfs of services" 
provided, f^es, aad interest rates, but no indicators of the 
quality ^of service. ' • ' " ^ " ^ 

Data were collected by in-pers^on interviews with bank 
personnel Verification of the informatiori was obtained from 
each *bank. ' \ ' ' , ' , 

The study found that only one out of. ten banks charged 
a per check or monthly fee for^a regular checking account. 
Int^erest rates on savings =-acoounts ,varied from 4 percent 
to 5V4 percent, a difference of 31 percent. 

Some details of the study plan are available in the ref- 
erenced document. 

The document is available frt)m CERN.' (DOC = 9 pp) * 
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Break THe Banks: A Shipper's Guide To Banking Ser- 
vices. San Francisco: San Francisco Consumer Action, 1973. 

The document reports a major comparison of banking 
. ^ services m California. For jeach bank, savings and Iban, and 
credit union, it reports the different kinds of services provided, 
fees, and interest rates, but no indicators of the quality 
of service •- ^ 

Data were collected first by mailed questionnaires. Ques- 
tionnaires were sent out twice, but few were returned. In 
order to obtain more information, researchers conducted tele- 
phone and in-person interviews with the financial institutions* 
personnel. The findings from these interviews were sent out 
to the institutions for verification Many bankers, attorneys, 
legislators, %r\d other people knowledgeable in the banking 
ared were interviewed on loan rates and unfair backing praq* 
ticea, \^ * 

The study found that checking account flat monthly charges 
ranged from $1 to $3 per month, a difference of 200 percent. 
Per check ^arges ranged from 6C per check to llC per 
check. Savirigs accounts' interest rat^s for all banks, savings^ 
and loans, and credit unions differed by 56 percent, fr%i 
4^2 percent to 7 percent. The minimum balance necessary 
for interest to be paid on savings accounts varied from none 
to $100. 

The document^also discusses loan services, unfair banking 
l^ractices, and^ differences among various kinds of financial 
institutions. Checklists are provided to aid consumers in shop- 
ping for loans, checking accounts, and savings accounts. 
T Details »of the study plan and J^pies of the major data 
, cqllection instruments are' not available in the referenced 
document >or as supplemental materials. 

The document is available hbm CERN.* (DOC == 72 pp 
(1-6, 45-58)] 



CHECKING 
AND SAVINGS 
ACCOUNTS 



Brobeck,' Stephen, and H9ffman7"Naphtall. The Cleveland 
BankBook, Cleveland, Ohio: Cleveland Consumer Action, 

19767' ' • • 

This document reports a major comparison of banking services 
- in Cleveland, Ohio. For each bank,, it reports the different 
kinds of services provided, fees, and interest rates, but no ' 
indicators of the quality of service* 

Data were collected by several means, including telephone 
interviews with banks, using a- standardized form. Each bank 



Banking Project. McLean, Virginia: Paper from A Consumer""^ 
Class, Langley High "School, 1977. 



*See page 2 for further ^information on acquiring documents and 
' supplemental materials ' . ' v 
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was called twice and, »f there was a discrepancy, the principal 
researchers checked with bank personnel at two branch offices 
and/ or the main office Summary profiles (m back of the 
book) or fact sheets were sent tp all banks for verification. 
About 50 percent of the banks voluntariy returned the profiles, 
but most of the rest needed to be contacted several times. 

The study found that "free" checking was the most con- 
venient and cheapest checking account for most consumers. 
Checking accounts were compared by presenting the annual 
cost for four different types of check writers very light 
(5 checks/ month), light (10 checks/ mo.) moderate (20 checks/ 
mo), and heavy (30 checks/mo, ). Bank qharges .differed 
by as much as $67 00 a year for a 20-check per month 
account The investigators found that when .financial insti- 
tutions were asked questions about bank servfCes over the 
phone, bank personnel offered inaccurate or incompl^e in- 
formation more than 50 percent of the time. ^ 

The document also compares different banks' policies on 
time deposits, installment loans, and| bank credit cards Re- 
forms in the banking mdustry are^ suggested 

-Details of the study plan and copies of -the major data 
collection instruments are not available in the ' referenced 
document or as supplemental materials 

The document is available from Cleveland Consumer Ac- 
tion,*532 Terminal, Tower, ClevelUid, OH 44113, for $2 95 * 
(DOC = 138 pp (9-45 84-90)1 ^ , 

Cavmess, Nancy Is A Now (Negotiated Order of With- 
drawal) Account For You? A UConn PIRG Consumer 
Guide. Storrs, Connecticut' University of Qpijnecticut Public 
Interest Research Group, 1979 

• Th*is IS a brief but helpful guide to the new banking service, 
T^e^otiated Order of Withdrawal. Seven banks* NOW accounts 
are compared. It is suggested that NOW accounts in Storrs, 
\ ConncLCticut in 1979 wer^ not a good deal for persons who 
kept a low minimum balance in their checking accounts and 
wrote a fair number of checks each month. 
» The docurf\ent is available from Connecticut Publ^ Interest 
Research , Grd^ip, 30 High St , Hartford, Ct 06103, by sending 
a self -addressed, stamped, legal-size envelope.** [DOC = 2 



Checking Accounts. Washington Consumers' CHECKBOOK 
1, no. 3 (Spring 1977):9M04. ' 

- — This document reports a comparison of bank checking 
account services in the Metropolitan Washington D.p. area. 
•For each bank it reports the different kinds of services pro- 
vided, and fees. It also reports complaint rates, based on 
complaints on file at the federal bank regulatory agencies. 
, Data were collected by telephone interviews with bank 
personnel. Filled in data forms were sent to each bank for 
verification. A notable feature of this study is overcoming 
the/-bank personnel's reluctance to provide requested- ih~ 
formation by posing as customers to gather initial data. 

The study found that, for A sample customer who kept 
his or her checking account *s rninimum balance between $100 
and $200 most of'the year, the annual checking costs would 
vary from $8.54 to $52.40, a 514' percent difference. It 
also found that most customers in Washington, D.C. durifig 
the time of the study would have paid less by utilizing a 
checking, account that specified a minimum balance, rather 
th*n one that charged monthly maintenance arid per check 




The document offers a formula to calculate the type of 
checking, account best suited to a customer's check writing 
and depositing habits Checking account charges and interest- 
bearing checking accounts are described Details of the study 
plan and copies of the major data collection instruments , 
are available in the referenced document and as supplemental 
materials. 

The document is available from Washington Consumers* 
CHECKBOOK, 1518 K St, NW. Syite 406, Washington, 
D.C. 20005, 1or $5.65 (includes four other bank studies). 
Supplemental materials are available from CERN * 
[DOC = 14 pp; SUP ='47 pp] 

A Comparative Guide To Checking and Savings. In 
Prince William County. Woodbridge, Virginia Prince Wil- 
liam County Office of Consumer Affairs, 1976. 

^This document reports an extensive comparison of banking 
services in Prince William County, Virginia. For each bank 
It reports the different kinds of services provided, fees, and 
interest rates, but no indicators of. the quality of service. 

Data were collected by questionnaires given to bank of- 
ficers Rough drafts of the docurnent were sent to bank 
officers for verification. Notable features of this study include 
' having a staff person hand-deliver the questionnaire; /eviewyng 
It with the bank officer when picking it up, and crq^checking 
information with three independent accountants to verify some 
of the figures When compiling*this document, the researchers 
found that policies 9f the banks were nof well known by 
bank personnel Therefore, it is important to thoroughly ques- 
tion the personnel and cross-check answer^. 

This document contains a series of tables on the many 
services offerejd by banks, sucb as checking acc(^ts, over- 
draft loans, cash a'dvance loans, and miscellaneous services 

Details of. the study plans and copies of the major, data 
collectionjnstruments are available as supplemental materials, 

'The document a;id supplemental materials are available 
from CEftN.* [DOC = 17 f)p; SUP ='12 pp.] 

\ 

Correll, William H. ^Consumers Guide To Erie County, 
PA B^nks And Savings And Loan Associations. Edinboro, ^ 
Pennsylvania: Institute for Community Services, Edinboro ' 
State College, 1979. 

This document reports an extensive comparison of banking 
services in Erie County, Pennsylvania. For each bank and 
saving and loan association it reports the different kinds 
of services provided, fees, and interest rates, but no indicators 
of the quality of the servide. Thirteen financial institutions 
are profiled, with information on their checking accounts, 
* savings accounts, mortgage loans, consumer installment loahs, 
credit cards, ^nd individual RetiremeQt Accounts. 

Data were collected by^ several means, including in-person 
interviews with the highest officer at each bank. A draft* 
write-up was sent to each bank for verification. A notable 
feature of this study was overcoming the bankers' reluctance 
to provide the requested .information by contacting i\)e highest 
officer, in the bank at the beginning of the study and being 
open about its purpose. ^ • \ - 

The study found that banks and savings and lo^ns paid 
4 to 5.5 percjent on regular savjhgs account, with the annual 
per\:entage yield varying from 4^08 percent to 5 65 percent 
Dptails of the study plan and copies of the major data 
collection instruments are not available in the referenced 
document nor as supplemental materials. 
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The document is available free from the Institute for Com- 
^murtity Services, Edmboro *State College, EdFnboro, PA 
l6444/(DOC = 34*pp] • 



Cunninghan);*Ftichard. God Rest Ye Merry, Bankers May 
Ye Make The Yuletide Pay. bait & switch Cleveland, Ohio: 
Cleveland Gonsuiner Action Foundation, 1976:1-4. 

This document repor^ts a comparison of Christmas savings 
clubs ih Cuyahoga County, Ohio For each of the 37 financial 
institutions surveyed, it reports the interest Tate, the effective 
annual yield, length of deposits, amounts accepted, and pen- 
alties. ^ ' 

The study found that Christmas c|ubs savings accounts' 
effective annual yield varied from nothing to 5.39 percent. 
On some* accounts it was possible to lose money, sine e^xjo 
inteijesf or bonuses were offered, but a customer "^ould be 
penalized for early withdrawal. 

Details of the, study plan and copies of the m^jojr data 
collection instruments are not available in the referenced 
docunrient nor as supplemental materials. 

The document is available from CERfN/lDOC= 4 pp] 



DC PIRG Guide To Banking Services in the GWU Area. 

Washington D.C.: DC Public Interest Research Group, un- 
dated. 

This document reports a comparison of banking services 
in a section of Washington, D.C. For each of the eight bank$ 
it reports the different kinds of services provided, fees, and 
interest rates, but no indicators of the quality of the service. 

Data were collected by jn-person interviews with bank 
officers from a randomly-selected branch of each bank. An 
unusual feature of this study was seeking personal interviews 
untH~ branch personnel without a prior appointment. ^This 
tests whether the information is'available upon request* fronr 
any bank representative, a situation similar to one'a consumer 
might face. 

The study-found that only oi>e bank offered free checking 
and most banks had differing terms for the services offered. 

Details of the study plan and copies of tj)e major data 
collection Instruments are available as supplemental materials^ 

The documej^t and supplemental materiats are' avaifablf^ 
from CERN.* (DOC = 2 pp; SUP = 14 pp] 



Giii4e for Checking Accounts. Rockville, Maryland: Mbnt* 
gomery County Offic^ of Consumer Affairs, 1976. j 

This document reports a comparison of checking accounts 
in Montgomery County, Maryland, and the District, 6f Co- 
lumbia. For each bank's checking^account option(s) it j/eports 
the costs of various services, but no indicators of the, quality 
of the service. / 

Data were collected from bank brochures and telephone 
interviews with bank personnel. A Cop y o f the ini tials/collected 
^formation was mailed to each bank for verification and 
comment. w ' - , * 

% The study found that prices for similar checking account 
services varied widely between banks. 

The document begins\with a discussion oi terms used 
frequently* by banks to advertise* their checking account ser- 
vices. Terms such as/*totally free checking,'' *'free checking 
urtth a minimum balance/* and ''checking with a service 
Q l^"|e** are .defined in terms of their impact on consumers. 



Details of the study plan and copies^ of the major data 
collection instruments are not available* m the reference^ 
document nor as supplemental materials • 

The docurhent is available free from the ^Montgomery 
County Office of Consumer Affairs, 611 Rockville Pike.'Rock*' 
ville, MD 20852. iDOC = 10 pp] 

Hamsher, Jane. Up Youf^avings! The San Francisco Bay 
Guardian (June 1979):17.23 

This document reports a major comparison of saving ac- 
count services at banks and paving and joan associations 
in the Bay Arg^^^or each financial institutaon it reports 
the differefrT kinds of saving accoilr^t services provided and 
the earnings on those accounts, biit. no indicators of the 
quality of the service. \ 

Data were collected by questionnaires mailed to 91 in* 
stitutions. Banks that did not return the questionnaire were 
sent a secpnd one. Numerous follow-up phone calls were 
also made. An unusual feature of the study was a method 
developed to overcome bank personnel's reluctance to provide 
information. The oresearcher learned the name of one op- 
erations officer, 'and called another officer at a different 
branch- and said that the first officer had referred him/her 
to this officer The bapks were asked to compute total fnterest 
on a sample account. A financial consultant recomputed jjhe 
amounts using the banks' .stated forrpulas 

The study found that 34 different systems for computing 
interest existed among 77 institutions Total interest earned 
by the sample savings accounts varied from $52.14 to $70.75, 
a difference of 36 percenf. 

A detailed exi:>lanation is provided on how banks compute 
interest and how different computations affect tTie consumer's 
earnings. 

The document is available from San Franasoo Bdt]^ Guardian, 
c/o Back Issues, 2700 19th St , San Francisco, CA 94110, 
for $1.00.* [DOC= 7 pp] 



How To Pick The Best Savings Account. Consumer Re- 
ports 40 (February 1975):90-97. 

This document su^ests several things that an jndividual 
should learn about banks' servings account policies before 
.selecting ope. It suggests that the, individual learn about 
the interest rate, the method of computing and compounding 
interest, the amount of ''maintenance" fees, the services 
that the bank can offer (such as providing a mortgage or 
loan), the number of grace days^ and the amount of with- 
drawals allowed per motjth. c i 

The atticle describes th^ four 'most popufs^r methods of 
compounding interest. It discusses several other investments,' 
including credit union deposits, money-market funds, gov- 
ernment securities, and savings bonds. ' 

The document is available frqm Consumers Union, Readers 
Service,' 256 Washington' St., Mt. Vernon, NY 10550, for 
' approx. $L2&.* [DOC = 8 pp] ' 

■» 

How To Survey The Banks Around Your Campus. Boston': 
Massachusetts 'Public Interest Research Group, undated. 

^ This document describes how to *do a comparison of banking 
services. It tells how to collect information on the provided 

*See pa^e 2 for farther information on acquiring documents and 
supplemental materials. 



services, fees, and interest rates, it does not tell how to* 
collect information on jndicators of the quality of service . 

The document provides step-by step instructions on. th6 
.use of a questionnaire to be filled out by bank personnel. 
The questionnaire is presented to ihk bank pfficial during 
antnterview that has been arranged by\the researcher- This* 
document is designed to aid PIRGs throughout the country . 
doing consumer studies of bank services in campus com- 
mu^ties. 

.Data collection instruments that can be used for such 
a studU^are included .in the referenced document^ 

The aocument is available from Massachusetts Public.ln- 
terest Res^rch Group, 120 Boylston St , Bostpn,-MA 0211^, 
for $.75.* (DQC = 31 ppl 



Matthews, Lori and Amio, Dawn. A Guide To Banking 
^Inr New Britain. Hartford, Connecticut: Connecticut PuSlIc^ 
Interest Research Group, 1978. 

\ This document reports a comparison of seven financial 
iimtitutions in New Britain, Connecticut. For each bank, it 
reports the different kinds of> services provided, their >fees, 
and the interest rates, but no indicators of the quality of 
the service. 

Data were collected by telephone interviews with bank 
personnel, and some follow-up calls for verification. 

The study found that the true annual interest rate or 
annual percentage yield at the banks varied from S. 12 percent 
to 5.47 percent. , * 
*'This document is m the form of a one-page brochure 
,with a clear table of 'information to illustrate ^the banking 
services available. This design allovvs small groups to in- 
expensively print and distribute a publication. 

Details of the study plan and copies of the major data 
collection instrinnents are not 'ava^lable in the referenced 
document nor as supplemental materials. 

The document is available from Connecticut Public Interest^ 
Research Group, 30 High St., Rm. 108, Hartford, CT 06103, 
by «sending a self-addressed, stamped, legal-size envelope.* 
(D0C = 2ppl ^ -■ ' ^ 

Moore, J.B. It's Ih Your Interest, The Consumer Guide 
To Savings Accounts. San Francisco: San Francisco Con- \ 
surner Action, 19^76. 

This document reports a comparison of savings accounts 
in, California. For each bank and savings and loan, it reports 
the different kinds of services provided?, fees, and interest 
rates, but no indicators of the quality ol service. 

Data were collected by two mailings of questionnaires.* 
to the loo largest banks and savings 'and loans, followed 
by telephone intervl^ews to update the information. 

The' study found that interest earnings on the sample 
savings accounts at banks ranged from $35.19 to 47.45„ 
a difference of 35 percent. At savings and loan institutions, 
earnings varied from $47.04 to $51.56, a difference of 10 



percent. • y ^ 
The documeiit descri 



547.0 
ibed^l 



the different elements tajconsider 
^ assessing savings accounts, such as grace, period^ annual 



eren ced docuniQ gt. ' " 

The document is' available from. San Francisco Consumer 
Action, 2d 7th St ; San .Francisco, CA 94103, for $ 75 * 
(DOC = 97 pp (9;13, 31-52)] 4 ^ 

Morse, Richarci L D/Check Your Interest. Manhattan, Kan- 
sas: Morse Publications, 1978. * ♦ 

This document explains how to compute the accumulated 
interest earned by savings accounts during any given interval 
from 1 to ^hS days. It provides the information in tables 
for continuous compounding and for daily compounding^ at 
*5 percent interest af\cl at 5.25 percent interest. It explains 
how to modify the deita in the tables to get the cortect 
results for several other forms of compounding. Tables with 
other interest rates (.25 percent to 18.00 percent) a;e avail- 
able from the source foiL-SOC per specified interest rate. 

The document is available from Morse Publications, 2429 
Lookout Dr., Manhattan, KS 66502, for $2.00.* (DOC = 81 



percentage rate, annual' percentagcf'Vield, and charges. The * 
different kinds of time accounts ^re explained, along wi^h 
Jips-.on how to save money. Checklists are pro</ided to aid 
consumers in determining the best regular savings accoupt 
and time deposit account for their needs. 
^ jme details of the study plan are ^available in the ref*^ 



Picking The Best Checking Acco^injt. Consiimer Reports 
40 (January 1975):34.38 . I ' ^ 

^ This document "suggests several thy^gs^ that an individual 
should learn about checkkig accounts ftefore selecting one 
^It discusses the different Kinds of checRmg account services 
provided by barxb;^ and how to make meaningful fee com- 
parisons, but not how to judge the quality of- the service 

Six basic types of checking accounts are discussjsd,. including 
analysis plan, activity or '*per check" plan", minimum bajance 
plan, free checking, package~accounts, and Negotiable Order 
of Witfidrawaf (NOW) accounts. Example's of costs for these 
different accounts are-reported The documer^ffers a dieck- 
listlor comparing^alternative checkinj^ccount arrangeirvents 
within and among banks, depending upon the ''activity'^qf 
the account. Though it is sOggested that consumers should 
shop around, it is noted that banks may not be very helpful 
about providing information. 

The document is avaiteble from Consumers Union, Readers 
Service, 256 Washington St:, Mt. Vernon, NY 10550,^for 
approx.J1..25.*' (DOG = 5 pp] ^ . 



Ross, Nancy -L. NOW: Banks. Clients Getting Set For 
Interest Bearing Checking. The Washington Post (28 July 
I9SO): Washington Business 1, 12/ 

The doc ument reports ^ 'opnli)arison of banks,', automatic 
transfer accounts in ihe "Washington, D.C, area. For eaph 
bank,_ it reports the monthly fee, interest rate^ minimum 
required balance, and transfer fee. No irtdicators of the quality 
bf the - service are reported. The article explains how to 
compute the net •earnings or charges when using any of 
the accounts and Veportf^he range of r^ults for three sit- 
uations that differ injminimum b'alance .%nd nqmber of trans- 
actios. Data were collected^by^ questionnaires mailed to bank 
presidents. . ^ , ■ ' 

The study found that for an account With ?n average 
moothly balanc(2~~of ^$4,200; with 20 che^s viHPit'ten each 
month^^a^custerrrer^^ much as a $60 net gain 

orlnalTas much as a $129 loss, depending on the bank 
used. The study also found that barances of less than $500 
made all interest bearing checking ^counts undesirable ^f or 
both the customer and the bank. ^ 



* Details of the study plan and copies of the ma)or dater 
collection instruments $re available in the referenced doc- 
ument Y 

The document is availa ble from CERN/ [DOC = 2 pp] 

Savingst VJoshm^ton Consumers' CHECKBOOK 1, no. a 
(Spring 1977): 744. ^ ' . / 

This 'document reports comparison of savings accounts, 
«$avings certificates, and IRAs m the Washmgtoit; D.C. area 
For e^ich bank, savings and loan company, and credit union, 
It reports the different, kinds of seirvices provided and the 
effective yields of the various savings arrangements', but no ' 
indicators of the quality of the service Data were collected 
primarily by ^structured telephone interviews with the insti 
tutions' staff The staff members* responses were recorded 
on a questionnaire, which <^as subsequently mailed to the 
institution for venfic^tiorf. 

The effective anAxial yield on regular savings accounts 
was found to vary •fi[om 4.55 to 5.20 percent at banks, 
5 35 to 6 14 at savihgs ^nd 'loans, and 2.81 to 6.94 \\ 
credit unibns 

Thfe document also includes a discussion of various ways 
in which yields are defined and of other faCfors that affect 
how much interest a customer will actually earn There is 
also a brief introduction to other forms of savings and a 
chart showing the average cumulative return on alternative 
forms of investments between 1955 and 1976. ^ . 

Details of the study plan and copies ^of the major data 
collection instruments are available in the referenced doc . 
ument and as supplemental materials 

The document is" avaifa'b|)e from IVashington Cbn%umex% 
CHECKBOOK. 1518 K' ^ NW, Suite 406, Washington, 
D C 20005,. for $5.65 (inShnJes four other bank studies) 
Supplenrieotal material * ar^^available from CERN * 
(DOC = 39 pp; SUP = 471 pp] ^ . - 

1^ • ■ 

U.S, Congress.- Senate Committee On. Banking, Housing and 
U|;ban Affairs. Consumers Guide To«Banking: Staff Re: 
poHOn Commercial Bank Charges In The New York 
And y/ashington* D.C. Metropolitan Areas^ Washington, 
^D.C. feoveirnment Printing Office 1976. 

This document reports an extensive comt)arisdn of com- 
mercial banking services in. the New* York and Washington, 
D.C. metropolitap areas. For Wach commercial bank, it reports 
the different kinds of services provided, and fees charged, 
but no indicators of the quality of the service. ^ 

Data wfere collected by q^stionnajres mailed to tommercial 
b?mk*-^3vi!h assets of at le^st $50,000,000. The 40 banks 
volurj^arlly participated in the 'study. 

The study found that charges for the same kind of checking - 
account plan are likely to .vary between banks. Monthly 
special ichecking aecounrcharg^s .ranged from none to $,.75 
pcT month plus $.15, per ctieck. 

The document compares banks' policies on overdrafts, 
checking charges, miscellaneous fees\ and length^of time 
for check clearing \\ also provides comparative information 
on credit card plans, installment consmner credit, mortgage 
loans, and savings accounts^ • . , 

Details ^f the study plan and copies of the major data ^ 
collection instruments are not available in the referenced 
document nor as supplemet\tal materials. 

The document is available. from the Government Printing 
OHice, Washington, D C. 20402, for $1.60 J[#O52-070.03309- 
O DOC f 43 pp] ' . 
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Edgclrton, Jetry ""Being Your Ou^n General Coi\iractor. 

'•MQ/^y 5 (Septernber ie76):70J2. >^ ^* 

This article discusses how to save up to 15 percent on 
a new house or addition by doing the general contracting 
yourse^f;^ T^ere^Tis a qiliz to test if you are suited f6r the. 
task Advice i^offered about^thc need (Or meticulous planning, 
how to obtain finaTreing; and haw to carry out the actual 
building Disadvantages^ to ^being one*s own contractors are 
also discussed, such as the time involved, the need for kq^wl* 
edge of ba^ic ^ome repairs, and the 'rieed for sulistantial 
patience and p^rsisfence. 

• ^ The document is availab|p, from MONEY. Business Office, 
Time and Life BIcl^ Rockefeller Center. New York, NY 
10020, for $.75/~{DOfe'=^'-3 \^\ 

<^ 

Fields, Howard, an^Nicholson, R Dar\, Jr The Home Im- 
provement Gaii^e: Hou^ Not To Be Ripped Off. Wash 
xn^ionxan 13'<ApriU1978):95.102. ^ > ' 

, This document provides a substantial discussion of ripoff>- 
that oistomers encounter when deajing with home improve- 
ment contractors^- or workers. These include the home im- 
pr^ovement Jfcontractor asking for a deposit on a job and 
t|ien Ie4vmg toy^r^ithout completing the work; using che^ap 
materials and supplies that will wash away or fall apart 
when the weather -bscome^ disagreeable; wor4^g without 
a building permit; ahd patching problems when replacement 
with new maferlalsjs the best- alternative. ^ 

The article prescfife a description of s^ven common "cons," 
which were compiled from complaints reported to consumer 
affairs agencies. .Twelve-^precautions for avoiding !!ripoffs'* 
are listed along with' advice from consumer. affairs officers 
femiiliar with h^m,^ improvement frauds. 

• The document is availaljje from IVoshingion/afr, c/o Back 
Issues Dept.; 1828 L St. NW, Washing*n, D^.C. 20036, 
for $1.20'(p^y)//DOC'=7 pp] 

Fields, Howard and Nicholson R. Dan, Jr. The Home Im- 
provement Game: Should You Try Tp Do It Yourtell? 

VJasKxn^ionxan 13iMay 1978): 1654 73. 

This document offers a.good discu ssion^ about ^vhich home 
improvement jobs homeowners generally should and should 
not^attempt themselyes. It saiggests that excavation, ndjor 
electrical work, major plur^ing work^ plastering, roojing, 
and fireplace oh^truc^ion are generally not suited to do- 
it-yourselfers because they required lot oftechnical knowledge 
and/or are hazardous. Installing watfboard, roof shingles and 
gutters can often be done professionally for..fhe same price 
as a do'tt*yourselfer would pay for the materials. A list of 
useful home improvement magazines aru^ books is included. 

The document is available from WdsKingionian, c/o Back 
Issues Dept., 1828 L St.'^NW, Washington, D.C. 20036, 
for $1.35.' [DOC =-^8 pp] " 

*See pa^e 2 for further mformaUor\ or) acqumng documents^ and 
" supptemental matenats. • * 



Hopie ImpioVem^^t Contracts: How To Protect Your-^ 
90t\{. Conshmer RepVti 43 (February 1^978).74.77. 

This document provides an excellent ^^iscussion about im- 
portant points that shou\d h£ included m d contract for home- 
improvements Clause^pecifying'lhe corriplete job, starting 
and completion dates,^^;^ule of payments and hold-back 
provisions, and protection against- liens. ar4 just-some items 
that need to be seriously considered for inclusion A chart 
summarizes certain aspects of state laws ^cg^lating home 
improvements m 15 states and D C. Suggestions on how 
to choose and work with a contractor are also included. 
The document is available from Consumers U;iion, Readers 



ington Consumers' CHECKBOOK to gather information for 
their Homfe Maintenance volume. If includes details on dif-, 
feVent warranties and promises, how many estimates con- 
sumers should obtain on a firm, and some statistics about 
^Washington D.C. home maintenance firms' service perfor- 
mance and price. ^ ^ 

A sample of a customer questionnaire that can be used 
. for such a study is included m the referenced document: ^ ' 

The document is available frdm CERN.' [DOC = 21 pp] 



Service. 256 Washington St.. Mt. Vernon, NV 10550/for W ^ AVI^T^n A /^^/\¥^0 

approx $1 25 (DOC = 4 pp] ( > CONTR ACTORb" 



Home Repair Rip^Offs: And What To Do About Them. 

Consumers Dig^^t {March/ Apnl 1980): 14-18. 

Tijis document suggests several things that an individual 
should learn about hon>€ repair contractors before selecting 
one. It discusses some ways to judge the quality of the 
service and offers ^practical information on how to obteun 
financing. for home improvements, how to, write a* home im- 
provement contract, and how to protect one's rights. It sug- 
gests that the quality of service be assessedvby several things, 
including licensure of the firm, qpmplaints filed with the Better 
Business Byreau. and recommendations from material sup- 
pliers, subcontractors, lending institutions, and architects 

The document is availabFe from Consumers Digest,. 5705 
'N. Lincoln Ave , Chicago, IL 60659, for $2 00/ [DOC = 5 
pp). 



Homeowner's Glossary of Buildingfrerms. Washington, 
DC. US. Department of Housing and Urba^n Development, 
1976. \ 

.This publication defines many terms used in home con- 
struction, repair, and maintenance. It is not a comprehensive 
list, but will provide a* quick reference for those who are 
unfamiliar with* building terminology. 

Th^ document is available free from^ the Department of 
Housing and Urban Developmdit, Publications Service Center, 
Rm. B258i Washington, D.C. "20410.* [DOC = 16 pp] 
' ^ - 

How To Choose A Home Maintenance Firm. Washington 
Consumers' CHECKBdOK^l, no. 4 (Winter 1977):6.17. 

This document describes how to do a conrparison^of home, 
maiatenance firms. It tells how to-ogllect information on th^^ 
different kinds of services provided by the^e firms, on several 
Indicators of jthe quality of service, and on prtees. The sug- 
gested indicators of quality include licensure of firm, equip- 
ment used, customer satisfaction, ability of firm to answer, 
a few technical qtlfestlons, and warranty policy. 

The document ^discusses the use of mailed questionnaires 
to customers, telephone interviews with the firm's staff, in- 
spection visits to work previously completed by firm, and 
examination of 'records k^pt by local government agencies 
and the Better Business Bureau. Desirable features of^ the 
proposed methods include cr^ss-checks of information against 
a second source, collectioa of price estimates at more than 
one point in tipne, and computation of complaint rates that 
control for the volume of business .done by the firm. 
O js document summarizes the approach used by Wosft- 
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HeatiAg And Air Conditioning Contractors. Washington 
Consumers' CHECKBOOK 1, no. 4 (Winter a977):39-65. 

This document reports an extensive comparison of heating 
and air conditioning contractors in the metropolitan Wash- 
ington, D.C. area. For each contra'ctor it reports the different 
kinds of services provided, several indicators of the quality 
of the service, a price index score, and the firm's fofmulas 
for figuring service charges. The quality of service was as- . 
sessed by several indicators such as which firms have licensed 
master heating and a/c mechanics, master plumber's, and 
master electricians, scheduling procedures for emergencies 
and appointments, complaint rates,cand results of a custoiwer 
satisfeEction survey. \ 

' Data were collected by questionnaires mailed to CHECK- 
BOOK and Consumer Reports', readers and to the'contracting 
firms, and by examination of records kept by consumer pro- 
tection and licensing offices. Records at the latter offices 
were used to check Insurance .policies and t^e **fnaster'* , 
status of employees at each firm. Exemplary features of 
this stucly include cross-checking information with a ^etmd 
source, and collecting price data, at more than one point ^ 
in time on several carefully-specified jobs. 

The study found that price index stores for 'installation 
jdbs 'differed Jby as much^as 48 percent among the firms. 

The article also provides information on service contracts, 
how to choose equipment, and how to check out firms on 
one*s own. 

Details of the study plan and copies\of*the major data V 
collection instruments are available in tHe referenced doc- 
ument and as supplemental materials. ' 

The document and supplemental materials are available 
from CERN.r (DOC = 31 pp; SUP = 12 pp] 



Heating The Home. C6nsumers ' Heseorch Magazine (October 
1976):l8549f. ^ . - 

This document cofitains a gi^eral discussion about the 
products used for heatjjag a home, including gas-fired, oil- 
fired, and electric heating equipment. It discusses-the differeriT 
methods for heating water 'and rooms, ways to conserve 
enejrgy, fuel cost comparisons, and recommended brands for 
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various kinds of heating products. , 

The document is available from Consumers' Research Mag- 
9ztr\e. Washington. NJa7882, for $2.00 |DOC = 7 pp] 



CONTRACTORS 
INSULATION 



Banking Oii Your Windows. Chica^' Architectural Alu- 

rnjnum Ma^facturers Association, 1977. 
" ' \ " 

^This document contains an excellent discussion on home 
energy loss through different types^of windows. Tables and 
simple formulas are provided for calculating heat losses 
through windows and for estittt»<ing energy savings from 
installing insulating glass windows or storm windows. Defi 
nituM3 of commonly used energy terms are included. 

iffne document is available from the Architectural Aluminum 
Manilfacturers Association, 35 Wacker Dr., Chicago^ IL 
60601, for $2 50.* (DOC = 19 pp] 



Exterior Ctftilking Compounds, Energy-Saving Thermo- 
stats, ^nd Flue-Heat Recovery Devices. Con$bmer fieports 
43, (September I978):536.542. ^ 

These documents contain ratings of diffei^ent brands oi 
the following energy-saving devices; exterior caulking com- 
pounds, energy-saving thermostats, ^ and flue-heat recovery 
devices. Each brand of the devices was tested fbr effectiveness. 
Exterior eaulkmg compounds were placed in gaps on outdoor 
panels for 16 months to assess ifieir durdbility« Energy-saving 
thermostats were ^)lace{l in researchers homes to see how 
effectively they adjusted the houses' temperatures? and hpw 
easy they were to .-install. Flu^heat irecoyery devices were 
attached to a specially instrumented oil furnace to measure 
how much excess heat was recovered and to -learn how 
easy they were to install. 

The document is available from Consumers Union, Readers 
Service, 256 Washington St., Mt. ^Vernon, ifi^ 10550, for 
approx. $1.25/ [DOC = 7 pp] 



In The Bank Or Up The Chimney? A Dollys And Cents 
Guide To Energy Saving Home Ijmprovements. Wash* 
in^on, DC: Government Printing' OMice, 1975. 

This document provides excellent information on insulating 
a house. It discusses the use of caulking,- weather stripping, 
storm windows, and insulating fill. One section describes where 
each of these* materials is ulsed, h^w to estimate the cost 
qf materials for given job (the assumed material prices 
are riow obsolete, but can be u^^dated), and how to estimate 
the resultifi^ heating and cooling cost sayings* Another section' 
details^the correct installation procedures and provides many 
Informative, illustrations. 

The document is^ availably from the Government Printing 
Office, Washington. D.C.J20462: for $l70 (#023.000'00411- 
5^'pOC = 80 pp (11-58)] 



Insulation And Storm Windows: Washington Consumers" 
CHECKBOOK 2, No, 4 (Summer 1980):2-24. 

' This document reports a comparison of insulation and 
storm window installers in the Washington, D.C., area., For 
each Installer it reports the different kinds of services provided, 
indicators of the quality of servigs, and^ price index score. 
The quality of service was assessed by several indicators, 
including number of complaints on file at local offices of 
consumers affairs and the Better Business Bureau, complaint 
rates (number of complaints/number of employees doing the ' 
givej^ kind of work), and results of a customer satisfaction 
survey. 

Data were coUected by several means,% including mailing 
customer questionnaires to CHECKBOOK magazine and Con- 
sumer Reports subscribers in the Washington, D.C. area, 
mailing questionnaires to the installation firms, and having 
homeowners get bids for improvements to. their houses. A 
notable feature of this study is that the price index \l based 
on three price bids Requested over a four-month period. 

The study found thiat the percentage of customefs satisfied 
with the overall performance oi the firms .varied from 83 
to 100 percent for insulation firms and from 73 to 100 
percent for storm window installers. The price inc^ex scores 
differed by as much as 67 percent for the^insulation firms 
and by as much as 49 percent foPthe storm window installers. 

The document also includes major discussions on: how 
rtiuch D.C. area homeowners can expect to s^^e in home 
• heating and cooling costs from various insulating joh;5; cHar- 
acteristics of different kinds of caulking, weatherstripping, 
storm windows, and insulating fill; proper installation pro- 
cedures; and how to get the best service irom an installer. 

Details c^he study plan and copies of the\ major data . 
collection instruments are available In the referenced doc- 
ument and as supplemental materials. 

The document is available from Washingtor} Consumers' 
CHECKBOOK, 1518 K St. NW, Suite 406, Washington, 
D.C. 20005, for $5.65 (includes four other studies). Sup- 
plemental materials are available from CERN.* (DOC = 24 
pp; SUP f= 23 pp] ' ' ^ ' 

The Overselling Of Insulatipn. Consumer Reports 42 (Feb* . 
ryary 1978): 67-73. ' ' - , 

Thjs document contains a discussion about the over- 
marketing of insflation. With promises of big decreases in 
fuel bill|k and homeowner tax credits, many insulating busi* 
nesses^e advocating high amount^ of insulation to be pi^d 

^ in home»: The document points out that each additional 
R value of insulatipn will save the homeowner a little less 
energy than the earlier one, and that very high amounts 
of insulatiorumay not be a very good investment, It provides 
a formula for helping homeowners estimate- their jfirst year 
annual savings in. fuel costs from various insulation projects 
(including adding insulation where tRere already is some). 
- The document is available from Consumers Union, Readers 

^ Service, 256 Washington St,, Mt. Vernon, NY 10550, for 
approx. $i:25.* (DOt = 7 pp] . 



Storm Windows And Weather Stripping.^ Consumer Re- 
ports 43 (October 1978):583^87.' ' ' • 

This document contains a discussion on how to calculate 



, 'See page 2 for further m formation on acqumng documents ajud 
supplemental materials. 



. ' / » 

savings obtained by installing window weather stripping, storm 
windows, and insi^ating glass w4^dows Tfie calculations take 
mto account the condition of the existing windows, and the 
climatic zone in which the house is located. , 

The document is available from Consumers Union, Readers / 
Service, .256 Washington St., Mt. Vernon NY 10550, for 
approx. SI 25.* (DOC = 5 pp] 



Urea^Formaldehyde Foam Insulation. C^^umers Re- 
search Magazme (March 1979):19-20. ^ 

This document provides a brief but useful discussion of 
problems that some customers encounterjjvhen using urea- 
formaldehyde foam insulation oY other products made with 
urea-fprmaldehyde. Recent studies by the- University of Wash- 
ington of 288 mobile and conventional homes have found 
2$is emissions coming from urea-j9rmaldehyde foam, particle 
board, chipboard, and plywood. These emissions Viaye been 
associated with complaints of illness anrd discomfort frbm 
residents Exposurc^^of formaldehyde at levels below one 
part per .million can result in biochemical and tissue changes 
in animals This suggest^ that formaldehyde might be a cause 
of cancer Though the National Cancer Institute ariKi many 
government agencies are investigating formaldehyde ermssions 
and their effect on people, no substantial conclusions or 
solutions exist to date. 

Tly3 document is available from Consumers* Research Mag- 
azine. Washington, NJ 07882, for $2.00 * (DDC = 2 pp] 



CONTRACTORS- 
WATERPROOFING 



Basement Waterproofing. Washington Consumers' CHECK- 
BOOK. 2. no. 3 (Spring 1980):3.15. 

This document reports an injiovative comparisoij of base^ 
ment wSlerproofers in metropolitan Washington, D.C. For 
each waterproofer, it reports their proposed solution, guar- 
antee, and price for correcting4eakage in a test hbm^ base- 
'ment. It compares the proposed solutions against an inex-, 
pensive and simple one suggested by independent experts 
and subsequently used with success on the house. It also 
reports the level of customer satisfaction with «ach firm 
(based on a survey / CHECKBOOJi magazine's 20,0p0 
subscribers and^some other residents o£ the D.C. area) and 
the number of cohiplaints filed against each at local offices 
of consumer affairs and at tlte^ Better Business Bureau. An 
unusual .feature of this study is the comparison of firms* 
alternative proposed solutions against independent experts* 
suggestion, and verifjcatjpn that the indep'crWent experts* 
solution wduld actually \mtk* 

. the study found that nine out of the ten firms-recommended 
* work that would have vCost $1,200- $2,000, whereas the 
successfully used approach (gracing and the extension of 
downspouts) mvolved $300 of materials and two dafys of ^ 
V labor. But the, article points out that the utilized approach 
does not work irv all. casts, and it sometimes is difficult . 
O now whether it will until you have actually tried it. 



This article^ begins with* some interest catching anecdotes 
about solving wet ba^ment problems with inexpensive, do 
it yourself remedies* It then describes how^ basements .get 
wet, and possible ways to prevent' this. Grading, gutters 
aft8 downspouts, drain tiles (exterior and int^ridr), sump 
pumps, soil injection and water proofing paints ttre some 
of the solutions discussed. ^ 

Details of the study plan and copies of the major data 
collection instruments are available in the referenced doc- 
ument and as supplemental materials. 

The document is available from the Washington Consumers* 
CHECKBOOK, 1518 K Si, NW, Suite^ 406, Washington, 
D.C\;20005, for $5.65 (includes three" other studies).*., 
(DOC 



Basement Wlaterproofing: Facing The Facts. Consumer 
Reports 39 (July 1974):509-11 ^ ^ 

This document discusses the nature of services provided 
by waterproofing contractcfVs. It lookj at how water enteVs 
a basement, (through leakagfe, seepage or condensation), and 
then suggests a variety o( ways to prevent it. A case study 
of ohe homeowner who experienced a waterproofing con 
job IS described. Attempts by sever»al 'sfaie consumer Jifa- 
tection agencies to sue the company involved for misleading 
and fraudplent practices are outlined. The process used by 
this company and many other companies (^he clay-injection 
proems) IS judged useless. • v _ 

The document is available from Consumers Union, Readers 
Service, 256 Washington 3t., Mt. Vernon, NY .10550, for- 
approx. $1.25.* [DQC = 3 pp] . 




Spano,* Stephen J. and Isokait, Doifelas N. Residential 
Drainage:* Dealing With Wet Basement and Erosion 
Problems. Hyattsville, Maryland: Washington Suburban Sani- 
' tary Commisson, 1979. ^ * 

"Y^is document contains an excellent brief dis'cussion about 
wet basemenjp'problerps. It provides a basic description of 
the nature of these problems (with* easy^to-read diagrams) 
and discusses alternative strategies for minimizing or 'elimi- 
nating them. 

The document is a^failable .from the Public Affairs Office, 
Washington Suburban Sanitary Commission, 4017. Hamilton. 
S^, Hyattsville, M) 20781, for $1.50.* [DQC = 28 pp) 



DAYCARE 
SERVICES 

Auerbach, Stevannfe. All About Day Care. Parents 52 (Ap^ 
1977):40, 41, 46. i " . 

This article is a condensed version of Auerbach & Freed- 
man's Choosing Child Care, Guide for Parents Refer Iq 
'the annotation of that document ia this sectioh of the b\\^^ 
liography. 

4 The document is available from CERN.* (DOC = 3 pp]' 



AuerbacK Stevanne and Freedman, Linda. Chooti|ig Child 
Care: A Guide For Adults. San Franctsco. Parents and 
Child Care Resources, 1976. , • i 

This document describes how-to do a comparison of day 
care centers, family day care homes, and sitters.^ It t^lls 
how to collect information on the different kind5*of services 
provided and on severallndicatoVs of the quallty'of service. 
The indicators of quality include licensure of the day care 
home or center; sufficiency and condition of equipment; social,* 
learning, and emotional climat^e; space utilization and safety; 
and toy^ for education and play. 

This document details the use of various checklists to 
assess the home or center. These checklists are to be used 
during*^ after X)bservation of a typical day at the facilities. 
The number of "yes" responses on the five checklists are 
added together to yield* a compo*site rating. Step-by-sti^ in 
str^uctions f6f parents and child care observers are given, 
and suggestlorfs for interpreting the resulting information are' 
provided. A listing of useful references is also included. 

Copies of data collection instruments that can ^e used 
for such a study are available in the^ referenced document. 

The document is available from Parent and Chitt^are 
Resources, 1169 Howard St., S^ Francisco/ CA §.4Jl(13, 
for $3.50 • (DOC 38* pp (34-70)] " ^ " * 

Bradbard, Marilyn R and Endsley, Richard C. Developing 
a Parent Guide To. Quality Day Care Centers. Chi/d - 
Care Quaner\y^ 7. (Winder 1978):279^8S 

This document describes how to do a comparison of day 
care>C£nters. It suggests coUecting^ata on 65 characteristics . . 
of day' care centers. The characteristics involve: lieaLth and 
^safety; interpersonal interactions (adult;^ ^hild and peer); phys — ' 
ical space, materials, equipment and activities,' and coordi- 
nation between the child's home and the^aV care center. 
The characteristfcs are -coded as "p/esent.'^not present/' • 
or "unable to obtain information." It^ is noted that the data 
collection procedure has not be^n Jtested'tpr reliability or 
jiredi^ctivc falidity. " , ' ^ ' 

A list of all. 65 characteristics to be coded is provided" 
in the- referenced document. 

The document is available free from Marilyn 'Bradbard, 
Dept of Family and'Child Development, Spidle Hall/Auburn 
University, Alburn, AL 36849.* [DOC = 6 pp] ' 

' ^. 

Gold, Jane R. and Bergstrom, Jpan M. Checking Out Child ' 
Care: A Parent's Guide. Washington/ D.C.: Day Care & 
Child Development Council of America, undated. 

This document suggests several things that an individual 
should learn about child care before selecting a center, it 
discusses the different kinds of services j^rovided by centers 
and several >vays to judge the quality of the service.. 

-It suggests that the quality of care a'fhiid receives wp^ 
only be as good as the caregiver who provfdes the care 
and who is arranging the environment. A caregiver can be 
assessed for his/her ability to be warm and responsive, en- 
courage intellectual growth, respect children's individuality, ^ 
and offer consistent and fair discipline. The prograrp's en- 
vironment can be evaluated by its emotional climate (feeling 
of togetherness), the a^ult-child ratio, it's safety features, 
and the organization and sufficiency of equipment, materials., 
and toys. 

This booltlet is written in a manper that is easy-to-read 
"to-the-point. It includes brief sections on danger signals 



of a poor qyatity center or home ^lnd questions parents 
-should ask concerning practical details (food, transportation, 
health-care, etc.). , * 

The document is available from the Day Care and Child 
Development -Council of America, Gryphon+iouse Publications 
Delivery Service, 3706 Otis St., Mt Ralner, MD 20822, 
for $1.75* [DOC = 31 w\ 



Honig. Alice S. and Lally, J. Ronald. How Good Is Your 
Infant Program? Use an Observational Method to Find 
' Out. Chi/d Care Quoxierl^ 4 (Special Issue, Fall 1975):194- 
207. 

This 'document reports an innovative assessfVient of the 
overall service provided by day care centers It reports several 
indicators of the quality of. service, based on observations 
of day care staff. 

The data were collected by having observers stationed 
^ in the day care classroom record tjie actions of designated 
teachers dunng two minute jnt^vals'over half hour periods 
The recording w^^ done on a cnecklist form Three versions 
were used, depending oh the age of the children The check 
lists cover interactions which affect or involve laaguage de 
velopment, sc^cial, personal, and physical skills; concept de- 
velopment; socio-emotional beha^ior; and housekeeping tasks". 
The checklist 'forms and basid instructionsr-for-thelr-use 
* are included, in the document. " 

The document is available from Alice Honig. Family De- 
velopment Resear/:h. Program, Childrens Center, 100 Wamut 
Place, Syracuse, NY 13210; for $.88 (ask for M8) * [DOC-^ 7 

. PPl • ' . 
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„Kei/serling, Mary Dublin. Nfew York City Child Care Pro- 
grams: Challenges Ahead. New Y^rk' Day Care Council 
of New York, Jnc, 1974. ' ^ 

This document reports a major assessment^of the overall 
service provided by de^ care centers in New York City. 
It reports on the different kinds of services provided, some 
indicators of the que^lity of the service, and prevailing fees*^ 
The quality of service* was assessed by several .Indicators 
/ including licensure, facility characteristi(;s. ratio of staff to 
children, percentage of directors or educational directors who 
^ are certified teachers, and impressions <of investigators who 
visited the centers. 
^ . Data were collected' primarily by in-person interviews vl^ith 
the following groups, directors, board members, and pafents' 
from a ifHfiDte\o! the day care ^centers; professional ^nd- 
commulBty groups; and New York city officials ^sponsible 
for over-seeing day care centers. Puring visits to the centefs 
the interviewei;s recorded their impressions of the quality 
of*such things as supervision, educational programs, space 
and lighting, kitchen facilitfes. and sanitation. . 

T^e report includes extensive recommendation for irnprov* 
ing the operatiorr^and regulation of chil4 care centers in 
»New York Cityv ' . . ' ^ 

Details 'of the study plap and copies of the majSr de^ta 
collection^nstruments are ^available in the Yejerenced'^doe- 
ument. ^ ^ , * 

The* document is available from the Day Care Council 
of New York, Inc., 205 E. 42ndSt.. Rm. 2000, New York, 
NY 10017. for $4.50.* [DOC = 160 pp (Ml. 4j^64)] 

*See page 2 for further mformatior) on acquirmg do(:urner)ts and 
supplemer^tal matenals ' ' 



Lemov, Penelope. Day *C«re. Washington Post (26 October 
1978):DC 1, 4, 5. 

This document ^reports 'a comparison of day care facilities 
In the District "of \)olumtia. Fyr each day care center it 
reports some. of the services provided aTfd fees, but no in* 
dfcators of t^ quality of service. Data were collected by 
questionnaires mailed tp the centers. 

The study found that prices varied widely (ranging between 
$10 and 42.50 per week) for full-day programs. Lowerpriced 
centers were gener.ally subsidized. * * ^ 

The docunient sttso discusses how to choose a child care 
facility and future trends in day care. 

Details of the study , plan and copies of the major data 
collection instruments are not available^ the referenced 
document nor as supplemental materialsT"^ , 

The document is available from CERN.' [DOC = 6 pp) 



Mattick, Use and Perkins, Frances J. Guidelines For Ob- 
•crvi^S And Assessment: An Approach To Evaluating 
The Learning Envirbnment Of A Day Care Center, y/ash- 
ington, D.C.. Day Care and Child Development Council of 
America, 1974. 

This document offers am approach to evaluating day care 
through extensive detailed observations. Its primary focus 
is on assessing how weir a day care center will contribute 
to the children's learning and development. It* suggests that 
the day care environment can be conceptualized as comprised, 
of the physical setting (spatial structures, materials, ^nd tem- 
poral structure),Jnteractional setting (teacher-child, child-child, 
staff-staff, and teacher-parent i^eractions), and the program 
(curriculum content, teaching stfetegies, and ^ocio-emotional 
climate). The document discusses Important aspects of each 
* of, these, and then ^^rovides an extensive li^t of things that 
shquld be observed about them. It, however, provides little 
information on how to arrange the observations, record the 
•data, or analyze them. 

The first part of 'the document also offers insights^ on 
^oaJs for day care, discusses questionable aspects of some 
procedures for assessing day care, and provides useful ref- 
erences on day care evaluation materials. 

The document is available from the Day Care and Child 
Development Council of America, Gryphon House Publications 
D^avery Service. 3706. Otis St, Mt. Rainer, MD 20822, 
* for $4.95.' [DQC =^62 pp) ' 
^ t 



U.S. Department of Health and Human Services, Day Care 
Division, Administration for Children, Youth, and Families. 
A Parent's Guide To Day .Care. Washington, D.C.: Gov- 
ernment Printing Office, 1980. ^ »^ 

This document sugg^sts^ things that an individual should 
learn about day care centers before^ielecting one. It discusses , 
the different i<inds of services providecWiy centers and ways 
to judge the quality of the service. It suggests that the quality 
of service he assessed by several things, including licensure 
of the center, child/staff ratio, number of children and care* 
givers in a group, type and extent of program activities, 
/•Anidflon and type of equipment, and facility characteristics. 
- "cklist for assessing the quality of daycare Is included. 



" The documert^also provides information on the different 
forms of day care, what to do about various kinds of problems 
that arise when using daycare, ^d resource organizations. 

The document is available from the Government Printing 
Office, Washington, D.C. 20402, for $3.50 (#017.091-002. 
31.2r [DOC = 85 -pp (1-37)) 



. The Women's Guide To Amherst^Northampton. (Chapter 
I: Child Care Resources). Amherst, Massachusetts: Every- 
woman's Center, 1973. • ^ 

This document reports a comparison of child care centers 
in Amherst and Northampton, Massachusetts^ For each center 
it reports the different kinds of services provided, some in- 
dicators of the qutility of service, and fees. The quality of. 
service was assessed by several things, including the center's 
policies and philosophies', parent involvement in program, 
types of activites offered, caregiver training, and facility char- 
acteristics* - , r ^ 

Data^ere collected by several means, including mailed 
questionnaires, telephone interviews, and/or in-person inter- 

* views with day care personnel. In all cases, descriptive and 
interpretive material was mailed to the centers for feedback 
prior to publication. 

^he study found that prices can be difficult to compare 

* since length and type of day care vary considerably among 
« * centers. 

^ This chapter on child care resources includes questions 
parents '(an ask when assessing a center, some resource 
books that provide day care selection advice, and a listing 
of organizations ^(nationally) who offer advocacy or education 
. in child care areas^^ 

Details of the study "plan and copies of the major data 
^ collection instruments are not available in the referenced 
document or as supplemental materials. 

The document is available from CERN.' [DOC = 24 pp) 
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Zamoff, Richard B. Guide To The Assessment Of Day 
Care Services And Needs At The Community Level. 

Washington, D.C: The Urban Institute, 1971. 

' This document describeis how to do a compe^rison of day 
care facilities. It tells how to collect information on the different 
kinds^f services provided, several indicators of the quality 
of service, and fees. The Indicators of quality include number 
of staff, their training, the program content, and health services 
arrangements.* - 

The document details the use of in-person interviews with 
neighborhood day dare center personnel to evajuate the cen- 
ters. It also discusses telephone interviews with randomly 
chosen heighbochood residents to assess lieighborhood day 
• care needs. Instructions are given on samplfrig procedures, 
the training of interviewers, and presentation of the resulting 
. data. 

Copies of d^ta collection instruments that can be used 
for such a study are included in the referenced document. 
Spanish translations of them are avajlable from the Urban 
Institute. ■ 

Tfie document is available from CERN.* [DOC = 110 pp 
(1-56)) , • 
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ENJISTS 

Briink, Lin^la; and Ilinitch, Ron. An Ounce of Prevention: 
Dental Care In Northern Kentucky. Newport, l^entucky: 
Coric^fned Citizens, 1976. 

This document reports an extensive comparison of dentists 
in Northern Kentucky. For each dentist it /eports the different 
kinds of services provided and some indicators of the quality 
of the service. The quality of service was assessed iijrsc\/eral^ 
ways including initial examination procedure, routine dental 
>' procedures, x-ray procedures, and emergency equipmentw ' 

Data were collected by interviewing dentists in-person or 
over the phone, or by mailed questionnaires. Information 
received by phone was\ verified by sending a copy of the 
completed questionnaire to the dentist for confirmation. 

The study found that dentists offered fairly similar treat- 
ment plans and had simileu^types of equipment. 

Information on preventive dental care and how to shop 
for a good dentist is included in the booklet. 

Details, of the study plan and copies of the major data 
collection instrument are 'not available in the referenced doc- 
* ument nor as sCipplemental materials. ^ _ 

The document is available fronv Concerned Citizens, Brigh- 
ton Center, P.OrBox 325, Newport, KY 41072, for $3.00.* 
(DOC = 25 pp] 



Conaujber's Guide to Dentistry. Hartford, Connecticut: 
Connecticut Citizen Action Group in concert with Connecticut 
State Dental Association, 1974. 

This document contain^ an excellent discussion about the 
nature of the services provided by dentists. 

It discusses hoW to choose a dentist, signs that can signal 
a dentist who offers low quality treatment, preventive prac- 
tices that patierj|s can follow to avoid difficulties, and some 
reasons why it is important to make a careful selection of 
a dentist. It points out that since most dentists are in solo 
practice and there are virtually no quality reviews carried 
out by the profession or states, the consumer has little in- 
formation to go on when choosing ar dentist. 

This was the* first such guide produced in collaboration 
with a state, dental association. - " • 

The document is available from CERN.* (DOC = 18 pp] 



Dentiata. Washington Consumers'.CHECKBOOK 1, no. 1 
(Winter 1976):105.12. /' 

This document suggests several things an individual should 
learn about dentists before selecting one. It discusses the 
different kinds of services provided by dentists, some ways 
ta judge the quality of care, and' how to make meaningful 
price comparisons. . / 

The article suggests that the quality of dental care be 
assessed by such things as: cleanliness and orderliness of 
a dentist's waiting room, membership in the Academy of 
General Dentistry (which requires continual learning from 
its membership), affiliation with a university, and recommen- 
dations from^friends. 

The document includes guidelines on good diagnosis and 
•treatment plans and a chart of dental fees for the DC area 
9^ig 1975. A useful cheeWlst for selecting a dentist is 



-alsc-trffere37^ong with* recourse strategies for unsatisfactory 
dental care. 

The docurfient is available from CERN.* (DOC = 8 pp] * 



A Guide For Compiling A Consumers Directory Of Den- 
tists. Wi^'t>^p,9^Q". D.C.: Public Citizen's Health Research^ 
Group, undiafted. 

This c^ocument provides- instructions on how to prepare 
a consumer directory of dentists. It tells how to collect in^ 
formatio'n on the different kinds of services provided by den- 
tists, solpfie indicators of the quality of service, and fees. 
^ Possible indicators of quality include affiliations with univer^ * 
sities or associations, board certification in specialties, avail- 
ability for emergencies, and x-ray practices. ^' 

The document details the use of questionnaires mailed 
to* dentists and telephone interviews with dentists. Desirable 
features of the proadsed methods include sending rough drafts 
of write-ups to the dentists for verification, ihus maximizing 
accuracy and 'minimizing risk of law suits. 

The guide offers many aids to, consumer groups interested ■ 
in such projects. It lists groups that have compiled doctor/ 
dentist directories, dental students interested in compiling ^ 
directories, suggestions for working with dental societies, and 
sample questionnaires and letters. It explains the complete , 
process of developing a directory, from preliminary research 
through Purveying, verification, and publication. " 

The document is available from the Health Research Group, 
2000 P St. NW; Washington, D.C. 20036, for $2.50.* (DOC- 
=^43 pp] 
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How To Judge A Dentist. Consumer Reports 40, (July 
1975):442-448. ' ^ 

This document suggests things that an individual should 
learn about dentist^before selecting one. It discusses the 
different kinds of ser\^ices provided by dental specialists, 
some ways to judge the quality of the service, and how 
to make^meaningful price comparisons. It suggests that the 
quality of service be assessied by several things, including 
the appearance of the waiting room; if auxihafy personnel 
are used regularly to increase the productivity and efficiency 
of the practice; the thoroughness of the dental and medical 
history taken; the^ completeness of the dental examination; 
how inclined the dentist is to explain treatment alternatives; 
anci whether the dentist is prevention oriented. 

The article ^suggests some metljods of locating a dentist, 
guidelines for being a smart dental consumer, and data on 
the dental fees charged in all 50 states (in 1973). 

The document is available from Consumers Union, Readers 
Service, 256 Washington St., Mt. Vernon, NY 10550, for ^ 
approx* $1.25.* (DPC = 7 pp] 



Murphy, Paul I. and Murphy, Rene C. The Perils and' 
Pitfalls of Dentistry* New York Times Sundaif Magazine 
(29 April 1979):110.111f 124-125. : 

This document provides a brief but useful discussion of 
problems and abuses that customers sometimes encouliter 
when dealing with dentists. 



*See page ^fot further information on acquiring documents and 
supplementarmaterials. 
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These include performing extensive dental work that Is 
unnecessary, diagnosing problems incorrectly, over-using x- 
ra^s, encouraging gold inlays when silver would be sufficient, 
having Incomplete knowledge of patient*s medical history 
and prescribing medicine that a patiertt is sensitive to, ex* 
traction of wrong teeth, and nol refemng a patient to a 
specialist when necessary. — ^ 
^The document is available from CERN.' [DOC = 4 pp] 



Nash, Greg and Wolfe, Sidney M.. Taking The Pain Out 
Of Finding A Good Dentist With A D.C. Dentist Di- 
rectory. Washington, D.C: Pujilic CitizeiTs Health Research 
Groupr, 1975. 

This document reports a major comparison of dentists 
in Washington, D.C. For each dentist, it reports. the different 
kinds of services provided, some indicators of the quality 
of service,* and fees. The quality of service was assessed 
by several indicators, including availability for emergencies, 
offering a plaque control program, being aided by assffitant^ 
(four-handed sitdown dentistry), making records accessible 
to patients, and participating in continuing educatiorl pro- 
grams. \^ ' 

Data were collected by telephone interviews with dentists 
andtthen drafts of the write-ups were sent to them for ver- 
ification. ' ^ 

The stud^ found that for an initial oral examination (in- 
cluding x-ray), prices differed by as much as 200 percent. 

This document explains the different procedures used for 
basic dental examifiations, x-rays, plaque cbnti^l programs, 
cleaning, scaling and diagnostic testy. A checl^list to rate 
dentists^ a ci*6ntalpatient's bill of rights, and consumer recourse 
alternatives are included. 

Details of the study plan and copies of the rnajor data 
collection instrument are available in Guide To Compiling 
A Consumers Director\; Of Dentists^ which is annotated in 
this* section of this bibliography. 

The document is available from the Health Research Group, 
2000 P St. NW, Washington, D.C. 20036, for $2.50.* [DOC 
= 63 pp (1-22)] 



Quint, Barbara. A Closemouthed Look At Bad Dentistry. 

MONEY (November 1974). 
« 

This article first lists some examples of possible abuses 
in the dentlsfry field and suggests t^iat ''bad** dentistry pays 
better than "good^^'dentistry. The most profitable procedures 
"in terms of income per hour of dental chair time are likely 
to be extractions and removable bridgework.. The second 
part of the article interviews ^perts in the.-field to learn 
what is being done to prevent shoddy dentistry. Consumers 
are warned against blindly accepting whatever a dentist rec- 
ommends and are advised to request explanations for work 
and payments. ^ 

The document is available from MONEY Business Office, 
Time and Life BIdg., Rockefeller Center, New York, NY 
10020, for $.75.* [DOC = 4 pp] 
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DRY 
CLEANERS 



Carlson, Margaret Bresnaban and Champion, Maxine. Take 
It To The (Ueaners. Potomac (The Washington Post Sunday 
'Supplementnll November 1973}il8-30. 

This document reports a comparison of dry cleaners in * 
Washington D.C. For each dry-cleaner, it reports the different" , 
kinds of services provided, some indicators of the quality 
of the service, and prices. 

Data were^ collected by trial tests of the services by the 
authors. Each of 25 firms ^s asked to clean a wdblen 
garment stained with black cc5ffee and other items. Their 
work was rated by the authors. Notable features of this 
study include using more than a single trial test of the sesvices 
of each cleaner. "* 

The 'Survey found that prices on basic cleaning did not 
vary widely, but when such variables as pressing, removing 
spots, packaging, or quick service were • accounted in the 
• total price, the costs changed considerably. Quality of the 
cleaned garments varied substantially among cleaners. A help- 
ful guide to dry cleaning is included. A few steps for consumer 
recourse are suggested. f 

Some details of the study plan are available in the ref- • 
erenced document. 

The document is available from CERN.* [DOC = 12 pp] 



Kari, Kathy. A Survey Of Washte^w County Cleaners. 

.Ann Arbor, Michigan: Washtenaw County Prosecuting At- 
torney, Consumer Protection Division, 1978. 

This document reports a comparison of .dry cleaners in 
Wa9htenaw County, Michigafh. For each dry cleaner it Reports 
on at least five different, Itirid? of * services provided and 
prices for five kinds of garments, but gives indication 
of the quality of the service. ^ ' , ; 
' Data were collected by several m'eans, including\ques- 
tionnaires mailed to dry cleaners and telephone ihtervb^ws 
with those cleaners who did not return the questionnaires/ 

The study found that prices ^differed by as much as 92?" 
percent on street-length unpleatec| skirts, with a low of $1.30 
and a high of $2.50, 

\ This survey "-is a Oery ' concfse* and useful guitre- to dry 
oeaning prices and services. It includes some helpful in-- 
formation on reasons for dry cleaning, the procedures carried 
out by dry cleaners, and how to use a self-service dry cleaning 
machine. Details of the study plan and copies of the majojr 
data collection instruments are available as supplemental 
materials. 

The document and supplemental materials tte available 
from WashtenHw County Prosecutor*s Office^ Consumer Ac- 
tion Cent^, 120 Catherine, Box 8645, Ann Arbor, MI 48107, - 
by sending a self-addressed, stamped, legal size envelope.' 
POC = 8 pp; SUP = 4 pp] i 

Katz, Ruth J. Finding A Good Dry Cleaner. New York 
(12 May i980):51-54. 

This document reports a comparison of 13 dry cleaijers 
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m New York City. For each dry cleaner it reports the different 
kinds of services provided, some indicators of the quality 
of the service, and prices ^ , * 

The quality of service was assessed by several means, 
including collection of recommendations hy (ndustry people 
and department store salespeople; trial tests of the services » * 
to determine how well heavily ibiled tes* garments were 
cleaned^ pressed, and finished; and assessments of atten- 
tiveness of employee^ to instructions. 

Data were collected by interviews with Neighborhood Clean-. 
ers Association staff, industry people, and department store T 
salespeople, and trial tests of the services by the author 
using dramatically stained clothes. 'Price data were collected , 
at more than one point in time. 

The study found that prices differed by as much as 658 
.percent, with a low of $3.00 for cleaning a lady*s silk shirt - 
and a high of $22.75. • i 

The author found that higher prices did not necessarily 
mean high quality. Differei|ces^in quality appeared to stem 
from personal attention, skiirexperience, pride, and a will- ^ 
ingness to spend time and labor on clothes. Suggestions for 
how to handle cleaning problems and remove a few stai^ 
are included. 

Some details of the study plan are available in the 
erenced document. ^ 
The document is available from CERN * (DOC = 4 pp] 



A Look at Dry Cleaning. Canberra Cor^sumer 2. Canberra^ 
City, Australia (July 1963):! M4. [ 

This document reports a comparison of dry cleaners in ' 
Canberra City, Australia. It reports some indicators of the 
quality <4 the service and prices at five dry cleaningj^ctories. . 
The quality of service was assessed by trial tests of the 
sefvices. 

Data were collected by staining five wool ties and five 
silk scarves with identical amounts of various Ingredients 
and sending them to the five cleaners. Five housewives then 
inspected and rated how well each cleaner removed the 
stains while not damaging the garment's surfac^ Notable f 
features of\his study include using more than a single trial 
test of the s^rvice^ of each cleaner and keeping the test 
conditions very similar. 

Results of the survey were that one cleaner gave "the 
' best service." Howevcr,*Jhe flocumeht suggests that findings 
might have been different if the firms had been asked to • 
use other skills and 3Werent garments. Some details of the 
study plan are^vailable in the referenced document. 

The docupient is available from CERN.* (DOC - 4 pp] 

Tramer^ Harriet. Dry Cleaners, bait & switch 3, no. 6. 
Cleveland, Ohio: Cleveland Consumer Action Foundation 
(1978):1.3. ^ ' 

Th\s document reports comparison of dry cleaners inJCleve- ^ 
land, Ohio. For each dry cleaner. It reports prices for cleaning 
four different kinds of garments, but no indicators of the 
quality of the service. Pata'were collected by telephone it 
interviews with 37 dry cleaners by the reporter, who pre- ' 
tended to be a potential customer. • 
' The study found that prices differed by, as much -as 100 ^ 
percent on women*s coats, with a low of $2.75 and a high 
of $5.50. 

Q '^he 3urvey concluded that due to the large variance of 
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prices among firms, it is worthwhile to shop around. A con- 
sumer affairs specialist provides information on common ex- 
cuses of dry cleaners for poor quality and how consumers 
can resolve problems that might arise with cleaners. 

Some details of *the study plan are ^available In the ref- 
erenced document. 

The document is available from CEftH: (DOC = 3 pp] 



EMPLOYMENT 
AGENCIES 



Fairchi?d, Charles K. Development Of Performance Stan- 
dards Fot Employment Services. Volume 1: Executive 
Summary, Volume 2: Findings And Recommendations, 
Volume 3: Netliodology Guid^, Volume 4: Handbook 
For Analyzing Local ES Performance. Washington, D.C: 
Shelley Associates, Inc., 1975. 

.This document describes how to do a comparison of U.S. 
Employment Service offices. It suggests judging the quality 
of services by performance on certain "outputs" after con- 
trolling for factors that will affect those outputs but cannot 
be influenced by the Employment Service offices. The sug- 
gested outputs are: the number of unemployed individuals 
placed in jobs divided by the number of jull-time equivalent 
staff members; the percentage of unemployed individuals 
who are placed in- jobs; and the number of job openings 
that are filled, divided by the Jiumber of existing non-ag- 
ricultural wage and salary jobs. The factors that are to be 
-controlled for 'include: industry composition in the service 
areii, labor force composition, nunriber of employed and un«. 
employed . p^ersons, growth rate, unemployment rate, and 
' number of full-tjl^e equivalent staff at each employment ser- 
vice office. 

The method 9nly requires data that are regularly collected 
by government agencies though some other additional data 
could improve the evaluations. 

The. document is available from ERIC Document Repro- 
.duction ^Service, P.O. Box 190, Arlington, VA 22210 for 
$37.44/ (DOC = 17 pp (Vol. 1). 72 pp (Vol. 2), 87 pp 
(Vol. 3), 178 pp (Vol. 4)1 ^ ^ 

Hire An Employment AgencyTo Find A Job? Chang- 
ing Times (February 1972):25.28. , 

This document discusses several things that people ought 
^ to be aware of when seeking or using a private employment 
agency. It points out that some agencies advertise attractive 
jobs that ido not exist, as a way of drawing in job seekers; 
that some of. the counselors know little about the job fields 
in which they work; and that some . counselors will try io 
lower a job seeker's self-esteem so that they can talk him 
or her into accepting an available job even though the job 
* seeker is qualified for a higher paying one. It also discusses 



*See page 2 for further information on acquiring doouments and 
supplemental Tnaterials. 
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various contractual arrangements that employment agencies 
use.. ♦ 

The document is available from CERN.* [DOC = 4 pp] 

i 

St'AMuln EmpJoyment Agencies And Unlawful Employ- 
ment Practices. St. Louis, Missouri. Missouri Public Interest 
Research Group Foundation, 1977. 

This document reports a study of discrimination by ehri* 
ployment agencies in St. Louis, Missouri. For each agency, 
it reports the extent of agency discrimination. Data were 
collected by placing discriminatory job orders With 36 private 
and state employment agencies, and noting whether the orders 
were accepted. 

The, study found that out of 36 ligencies surveyed, 82 
jpSTTent Wre* willing to discriminate on the 'basis of age; 
70 percent were willing to discriminate on 'the basis vof sex; 
, and 2i percent on the basis of race. State employment 
agencies were the worst offenders for discrimir^ating on sex 
and age. 

Transcripts of some conversations with agency counselors 
are provided in the appendix. • 

Details of the study' plan and copies of the major data 
collection instruments ^e included m the referenced doc- 
ument. 

The document* IS available from Missouri Public Interest 
Research Group, P.O. Box 8276, St. Louis, MO 63156, 
for $2.15.* (DOC = 38 pp] 



FOOD STORES 

Availability Of Advertised Items At Advertised Prices, 
Consumer Suirvey Handbook ^1* Seattle, Washington r Se- 
' attle R'^gional Office Fecferal Trade Commission, undated. 

This document describes methods for studying how well 
grocery stores ^re complying with the FTC rule about avail- 
ability bf advertised goods. The approach suggested consists 
.of checking the availability of the products advertised and 
also checking to see if the prices marked on the sale items 
and display signs are *the same or below those specified 
in the "Advertisements. Desirable features of the proposed 
methods include collection of data at more than one point 
in time.' \ 

Data^ collection forms and instructions for thsir use are 
provided. .A copy of the FTC rule is' included, as well as 
a discussion ^bout how it has bken interpreted. 

Note that the rule ofily applies to food stb^e firms that 
make .retail sales to customers in more than ojie state, but 
som^ states may have similar regulations applying tp all 
retail food stores. 

The document is available free from the Federal Trade 
Commission, Seattle Regional Office, 2840 Federaf Bldg., 
Seattle, WA 98174. [DOC = ^3pp] . 

Biesdorlt, Heinz B.; Burris, Mary Ellen; and Swanson, Jo« 
sephine"! Be A Better Shopper: Bii^infi In Supermarkets 
Slide Proflram. Ithaca, New York: New York State Co- 
^^-"itive Extension, 1980. 

ERIC . 



This document contains a good discussion about how to 
save money in the supermarket. It is a teaching guide for 
accompanying slides. The progr^im is ^propriate for junior 
and senior high students as well as adults. It examines the 
topics of supermarket specials,^ rain checks, food storage, 
itore brands vs. national brartds, labels and packaging, re- 
lationship of package size to cost, unit pricing, open dating, 
record keeping, buyina meat, trading stamps, games, and 
gimmicks. ' * 

Activities at the end of each topic area reinforce the 
concepts "introduced. Many of the activities coniwt of food 
surveys which compare t^rices for items, on special i^^sus 
items regularly priced, items sold in large sizes versus items 
in regular sizes, and store brand items versus national^and 
items. ^ 

The document is available from Be A Better Shopper, 
. Box 191yDept. B/V Ithaca, NY 14850, for'$2.50 (checks 
payable to Cornell University)/ [DOC = 66 pp] 

Food. Washington Consumers' CHECKBOOK 2, no. 2 (Sum- 
mer 1979): 1-88. 

This document reports an exemplary comparison of food 
stores in the metropolitan Washington, D.C. area. For each 
store, it reports the different kinds of services provided, 
several indicators of the quality of service and products, 
and prices. 

Quality was assessed by several indicators, including cus- 
tomer survey ratings, expert graders' ratings of the quality 
of a sample of produce, taste tests of several store and 
n a t iiJ t t Sl brand products, government sanitation inspection 
results, observed checK-out speed, percent of sampled meat 
, ^ cuts that were labeled with standardized (URMIS) names, 
percent of lean meat in a sample of st^diKs, and variety 
of items found in stores by*TSurveyors. ' . 

Data were collected by several means, including mailing 
^stomer questionnaires to CHECKBOOK magazine and Con- 
sumer Reports subscribers in the Washington^ D.C. area; 
mailing questionnaires to the supermarket managers; Exam- 
ining local government .records; tracing the lean meat, bone 
and fat'^eas of a sample of steaks at each store; purchasing 
a sample of produce items for ratings by experts; and coll- 
^ ducting blind taste tests. The price ifidexes are based on 
\ market basket price surveys taken at two different times. 

The study found that there was substantial variation in 
the quality of produce, the quality of meat, and the variety 
of stocked items at supermarkets. But it also found that 
only one small supermarket was consistently highef on the 
quality indicators. The rest 'looked ^ood on some quality 
measures and poor on others. The market basket price indexes 
differed by a maximum of 13 percent when using national 
brands of products and by a maximum of 15 percent when 
using the stores' cheapest brands. 

The document includes a substantial discussion of food 
marketing systems (the producer, retailer^^nd everything 
in between), the* various factors that afflPprices at su- 
Dj^rmarkets,* and how some supermarkets can charge less 
^an others. Shorter discussions on several other food topics 
'arfe included. 

Details of the study plan and copies of the major data 
collection instruments .are available in the referenced^ doc- 
ument and as supf^lenaental materials.* 

The document is available from Washington Consumers' 
CHECKBOOK, 1518 K St. NW, Suite 406, Washington, 
D.C. 20005, (br $5.65. Supplemental materials are available 
{rom CERN.* [DOC = 92 pp (M8, 27-76); SUP = p7 pp] 
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Food Prices In Arkansaii: An Arkansas Consumf / Re- ^ 
search Report* Little Rock, Arkansas: Arkansas Consumer 
Re^arch, 1975. 

This document reports a major conyarlson of grocery 
store prices in 16 cities throughout Arkansas. For each store, 
it reports a price index. The quality of service was not- 
assessed. ^ 
' Prices were collected for a 68'item marketbasket of goods 
every two weeks over an eight week period. Notable feajures 
of this study .include collecting prfce data at more than one 
point in time and having two people tabulate theVesults 
to "avoid mistakes. 

The study found that' prices varied by as much as 15 
percent for the marketbasket of goods. Ten percent of the 
advertised items that were checked were not available in 
the stores, and 15 percent of the, items were not being 
sold for the advertised price. Buying store brands instead 
of name brands and "good" grade be^f instead of "choice*' 
beef w6re found to offer significant savings for shoppers. 
- Some details of the study plan are available in the referenced 
document. 

The document is available from Arkansas Consumer Re- 
search, 1852 etoss St., Little Rock, AK 72206, for $3.55* 
(DOC = .30pp] , 

Food Stores: Finally Real Savings. Washington Consumers' 
CHECKBOOK PaceFighter 1 (Summer 198Q):24. 

This document .reports a comparison of supermarkets and 
no-frills food stores in the metropolitan Washington D.C. area. 
For each store, it reports some kinds of services provided 
'and a price index, but no indicators of the quality of the 
service. 

Data were collected on a nr\arkct basket of 102 nertional 
brand and nonbrand items. Availability of the items in the 
marketbasket was also noted and' reported. 

Prices at the no-frills stores were about 20 percent lower 
than those at superrparkets. The ^election of items at tnost 
- of 'the no-frills stores was good for canned and packaged 
goods, but poor for meat and produce. Another interesting 
finding was that chain supermarkets located near no-frills 
stores were 11-12 percent cheaper than at the chains* other 
locations. ^ * « 

Details of the Study plan and copies of the major data 
collection instruments are available as Supplemental materials. 

The document is available from Washington Consumers' 
CHECKBOOK, 1518 K St. NW, Suite 406, Washington, 
D.C. 20005, for $1.50. Supplemental materials are available 
^ frx)m CERN/ (DOC = 3 pp; SUP = 6 pp] 

Friedm^Monroe. Consumer Use Of Informational Aids 

In Supermarkets. Joumai of Consumer Affsiirs 2 (Summer 
^1977):78.89. - ' y 

This article examines consumer utilization of^such shopping 
aids dA open dating, nutritional labeling, and unit pricing. 
Studies of consumer shopping behavior are reviewed and 
a list of selected references on the topic are included. Since 
many consomers do not seem to use these aids, the author 
proposes new measures that-mfght make information more ^ 
accessible and less overvyhelming to consumers. 

The document is available^from the Journal^ of Consumer 
Affairs, American Council on Consumer Interests, 162 Stanley 
Hall, University of Missouri, Columbia, MO 65211, for $6.00 
^ • S postage)/ jPOC = 6 pp] ^ 
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Generic Foods: No Frills. Lower Bills. Consumers Digest 
(November/December 1979):24.29. 

This document contains a goodillscussion about generic 
foods and how they compare with national, and store brand 
food items in terms of price, nutritional quality, and availability 

The article traces the history of generic foods and Indicates 
there are possible savings of up to 40 percent in comp^iriso 
io national brands. It suggeists the savings are due i6 less 
uniformly in the size, lower visual attractiveness,, simpler 
packaging, reduced advertising, and other factors. - ^ 

A small study comparing the price of generic products 
to private label and name brands is also reported. ' 

The document is available from Consumer's Digest, 5705 
N. Lincoln, Ave., Chicago, IL 60659, for $2.00* [DOC = 
6 pp] r 

I ' 

Grocery Price Survey 1979-1980. New Orleans: Louisiana 
- Consumers* League and Universjty of New Orleans,* 1979. 

This document reports a compairson of food store prices 
but no indicators of the quality of service in the metropolitan 
New Orleans area. ^ 

Data were collected by trained volunteers from eight civic 
groups who collected prices for ,20 items at 164 food stores. 
Notable features of this study were its large sampling of 
food'stcJres and its use of cooperating civic groups to gather 
the ^information. The study found that marketbasket prices 
differed from $30.00 to $40.35, a difference of 35 percent. 

Details of the study plan. and copies of the major data 
collection instruments arc available in Render and SamuePs 
Guide for Conducting AJ^arket Basket Survey;. (See the an- 
notatlon^of that document in this section of this bibliography.) 

The documept is available from CERN.* [DOC = f pp] 
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Manning- Anderson, Joanne. Mai'ket Basket Si 
parative Grocery Pricing. Washington, D.C 
zen's Citizen Action Group, 1976. 

This document describes how to do a comparison ( 
^tore prices. 

The document suggests a marketbasket of goods to be 
priced. Desirable features of the proposed methods Include 
cross-checks of information against a second source by having 
a team of two volunteers jather information on prices at 
each store and collection of price data at more than one 
point In time. 

This Is a basic, easy-to-use guide for consumer groups 
Interested In carrying, out a food marketbasket survey. It 
details how to collect, r^'cord^and tabulate the data. Copies 
of data collection instruments that can be used for such 
^ study are avaifeble in the referenced document. 

The document is available from Massachusetts Public In- 
terest Research Group, 120 Boylston St., Rm. 320, Boston. 
MA 021^, for $.75.* [DOC = 15 pp]* ^ 



Pearce, Joseph R. Are Americans Careful Food Shoppers? 

FDA Consumer 10 (September 1976):15-16. 

The Food and Drug Administration conducted a nationwide 
stirvey of American food shoppers in 1973 and 1975 to 

/ 
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*See page 2 for further information on acquiring documents and 
supplemental materials. 
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determine how cafefully they shop and how frequently they 
use various shopping aids. The 1975 findings were tliat 75 
percent used open dating, 68 percent used ads for specials,, 
and 40 jfercent used unit pricing. 

The study also found *that use •of shopping aids varied 
according to the ^^ge of shoppef (youftger shoppers utilized 
them more), the education of the shopper fthe better educated 
used them more), socip-economic status (higher status persons 
used^them more) aqd the sex of the shopper (females used 
them more). 

The docume«t'is available from CERN^* [DOC = 2 pp] 

Render, Barry and Samuel, Larry. A Guide For Conducting 
A Market Basket Survey. New Orleans: University of N^v 
Orleans^ Division of Business and Economic Research, College 
of Business Administration, 1980. 

This document describes how to do 4 comparison of food 
prices. The document details the use of a marketbasket 
survey by consumer groups. It ^suggests how to select the 
marketbasket of items, how to compile a comprehensive 
list of grocery stores in the area, and how to train volunteer 
surveyors to collect the price information. 

Exemplary features of the proposed methods include sam- 
pling procedures that allow generalization to all stores in 
a given area, techniques for overcoming the reluctance of 
store managers, the collection of price data at more than 
one point in time, con^rmation of data prior to and during 
tabqlation, and 3tr^tegies for avoiding law suit threats and 
embarassing public retractions. This guide also discusses how 
to pretest the survey, tabulate price indexes, and disseminate 
the results. It includes a model timetable, a data collection 
form, and a^suggested press release. 

Details of the study plan and copies of the major data 
collection instruments are available in the referenced doc- 
ument and in Michael Heffer's A Guide To Producing Con 
samer Shopping Surveys (refer to the Research Methods section 
of the bibliography). 

' The document is available from CERN/ [DOC = 33 pp] 

Rice, Willie^. Competing For Shoppers. Washington Post, 
17 July 1980, El, E2l. 

Tljis document reports a comparison of food prices in 
21 cities thi;oughout the United 4tateB. Price data were col- 
lected for a 35'item marketbasket by food editors in each 
of the cities. Three high-volume competing stores in each 
city were surveyed. The average prices of each item in 
each city are li^ed, as well as the total cost of the mar- 
ketbasket. — ^ 

Th^ article fotuses on Washington D.C.*s prices, which 
dropped in comparison to other cftles. A more competitive 
market is suggested ^s being- the reason, since no*frills stores 
had opened and challenged th^ two major supermarkets. 

Details of the study plan and copies of the major data 
collection instruments ^e available as supplemental materials. 

The document is avallabel from CEJ?N. The data collectiofi 
instruments are available free from The Tampa'^ibune, 
Food Editor, P.O. Box 191, Tampa, FL 33601. [DOC = 
3 pp; SUP = 5 pp] ^ 

SheraloDi^imi. A Skeptic's Guide To Healtli Food . 
Stor«a.7iSryDrMaJlas^ 

^"^ils document reports an ScteriSive><oj3igarison of health 



food stores in New York City, For each store, rt rep'oi;!! 
the different kinds of services provided, some 4ndicfitors of 
the quality of service, and the overall price level. The quality 
of service was assessed by the author* s impreissions of several 
things, including employee attitudes and knowledge of health 
foods and nutrition, cleanliness of store, and freshness of 
food. ^ 

Data were collected by visits to more than 100 shops 
over a four month period. Some stores were examined more 
than once,jind often the store managers were interviewed 
about type "of stock and store philosophy. 

The first part of the article gives a general overview of 
why peopfe^shop at health food stores,, what terms «uch 
as *'org^inic'* and ''natural*' mean, frauds in the health fopd 
business, and a basic guide to choosing health food products. 
Some details of the study plan are avaiUble in the referenced 
document. 

Thfi document is available from CERN.* [DOC = 12 pp] 

Yeager, Bill. Rising Food Prices, Inflation in Every Pot. 

Durham, North Carolina: North Carolina Public Interest Re- 
search Group, 1974. 

This document reports an extensive comparison of grocery 
store prices in Durham, North Carolina. For each store it 
reports pricesr for a large number of individual items, total 
prices, an^ price ranks for categories of items (such as pro- 
duce, meats, or dairy products); and total prices and price 
ranks for all items prited. No indicators of quality are reported. 

Data were collected by ^having volunteers collect price 
information for a selected marketbask'et of goods at 21 chain 
stores (five chains total) each week, for five weeks. The 
marketbasket food items were selected and weighted (for 
their portion to the whole) by using suggestions from tlie 
Bureau of LaBor Statistics. The price data were tabulated 
by a computer. Notable features of this study include collecting 
price data at more than one point in time, and weighting 
' different food items to reflect the average family'^ **mar« 
ketb^sket." 

The study found a ten percent spread between name 
brands and store brands, plus a ten percent spread between 
the highest priced and lowest priced stores. The document 
reports the low, high, and median price of each item, the 
amoUnt prices changed from week to week, and an inflation 
index for e^lph store. 

. Details of the study plan and copies of^jhe major data 
collection instruments are available in the referenced doc- 
ument. 

The documeiit is available *from North Carolina Public 
Interest Research Group, P.O. Box 2901, Durham, NC.27705, 
for $1.50.* [DOC = 30 ppf 



FUNERAL 
HOMES 

CalPlRG*8 Funeral Investigation And Price Comparison. 

San Diego, California: California Public Interest Research 
Group, 1974.< 



* This document reports a ^comparison of funeral homes 
and cemeteries in San Dii^go. California. For each funeraL 
' home it rep9rts* prices, but no indicators of the quality, of . 
the service. Date were collected by' volunteers who posed 
as customers, calling 31 funeral homes'and cremation socfeties* 
and asking about minimum charges for ^services. 

An examination of state records provided information on 
the number of funerals handled-by~€ach home,. Personal 
interviews were also carried out with people familiar with 
the funeral industry. A notable featufe of this study is the 
spot-checking of price information by calling some funeral 
homes twice. 

~Th"(rs!irdy2oun^ prices iof a minimum cdmplete funeral" 
diff^d by as much as 58, percent. The minimum burial * 
costsTor eight cemeteries differed by as much as 1 17 percent. 

A brief description of the California funeral industry's. com- 
plaint-solving process is provided, and information is offered 
on funeral industry policies. 

Some details of the study plan are included m the referenced / 
document. ( 

The document is" available from CERN.* [DOC = 37 pip] 



hiorial s<^ieties is included. 

,* Details of the study plan and copies of the major data 
collection instruments are not available in the referenced 
docunrrent' nor a$ supplemental materials. 

^he document is available from Ohio Pubtlc Interest* Re- 
search Grpup, 65 S. Fourth St., Columbus, OH 43215, for 
$.25.* [DOC = 30 pp] , . * 

FTC Survey of Funeral Frice^in the District of Co- 
lumbia. W^ishington, D.C.: Federal Trade Commission, Bu- 
reau of Consumer "Protection, Division of Special Projects, 
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Continental Association of Funeral and Memorial Societies, 
Inc Consumer Funeral Information Project — Survey 
Methodology> Washington, D.C., 1980 (Typewritten). 

This document summarizes an assessment of the overall 
service provided by funeral homes and cemeteries in three 
cities: Boston, Los Angeles, and Phoenix, it reports on the 
different kinds of services provided and prevailing prices, 
but not on indicators of the .quality of the services. The 
data w^rr^coITected by several means to determine which 
meHlod would be most effective, in Boston and Los Angeles, 
uestionnaires were mailed to funeral homes\#d cemeteries 
(in Boston a cover letter was included from the sta^funeral 
directors association) in Phoenix, telephone interviews, using 
a questionnaire, were held with funeral directors. The in- 
formation gathered on the phone was verified with funeral 
• directors by sending them copie^f the filled-in questionnaire. 
This method seemed to be the most effective in accumulating 
price information. 

Some d^ails of the study pl^n are included in the referenced 
document. 

The document is available from CERN.* [DOC = 3 pp] 

The Cost of Dying: A Consumer Gilde to Funeral Homes 
in Lorain County. Columbus, ^hio: Ohio Public Interest 
Research Group, inc.* and Consumer Funeral Research Group, 
1978. 

This document report* a comparison of funeral homes 
and cemeteries in Lorain^ County, Ohio. For each funeral 
home and cemetery it reports the different kinds of services 
-provided ahd prices, but no indicators of the quality of the 
service. 

Data were collected by telephone or In-person interviews " 
with funeral* directors, by researchers posing as consumers. 
Pbllow-up phone calls were made to verify the price in- 
formation. Cemetery operators were contacted once by phone 
for price' information. 

The study found no substantial correlation \>etweet\ the 
^volume of a funeral home's business and its prices for services 
and merchandfse. " . * * 

Background information on caskets, vaults, conventional 
O alternative funeral services, pre^arrangements^ and me^ 



, This document' reports an extensive comparison of §6 
funeral homes in Washington, D.C. For each funeral home, 
it reports the diffe|[ent kinds of services provided and prices, 
but no indicators of the quality of the service. 

Data were collected by mailing questionnaires to all funeral 
homes in the District^ pf Columbia. To maximize completeness 
and accuracy of the information* obtained, the funeral homes 
were ordered to respond, and wer'e advised that failure to 
do so could result in federal law pertalties^or subpo^a of 
the information. 

The study found that prices vary greatly between homes, 
with least expensive "complete" funerals 'differing in price 
by 88 percent. The study reported that at most funeral 
homes in D.C. lower-priced funerals normally included the 
•same services as higher-prifced ones, the only difference being 
in the model of the casket used. But 'the study tilso found 
that several funeral homes would allow reductions in -their 
normally quoted Ibwer prices .if -the ♦customer was willing 
to do without certain sei^vices, such as embalming, viewing, 
and use of a -chapel. ^ 

The funeral home survey was initiated to appraise the 
level oi price competition among mortuaries. It was deter- 
mined that the difficulty in a^iquiring price information from 
the homes and the wide range of prices for similar services 
signaled a feeble competitive environment. There is also some 
discussion of misconceptions about the legal requirements 
for funerals. 

Details of the study plan and copies of the major data 
collection instruments are ir^cluded in the referenced doc- 
ument. 

The document 'is available from CERN/ [DOC = 89 pp 
(1-54) ] ' * . . 



Federal Trade Commission, Seattle -Regional Office. The 
Price Of Death: A Survey Method And Consumer Guide 
For Funerals^ Cemeteries, And Grave Markers. Wash- 
ington, D.C: Government Printing Office, 1975. 

Refer to the Cemetery section of this bibyography for 
the annotation of the document. . 



Funeral And Memorial Societies. Washington, D.C: Con- 
tinental^Association of Funeral and Memorial Societies, un» 
dated. 

This document contains a general discussion about the* 
nature of the services provided 'by funeral and memorial 
societies*, it discusses the goal of these societies, how they 
♦ 

« 

*See page 2 for further information on acquiring^^cuments 'and 
supplemental materials. 
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are managed, the procedures followed by the societies, and 
funeral alternatives, A luting ^f references on funerals, and 
death, and a register of rtiemortal societies located in Canada 
and the United States are included. 
# The document is available free from the Continental As- 
sociation of Funeral and Memorial Societies, 1828 L St. 
NW. Washington, D.C. ,20036.* (DOC = 2 pp] 

^Funeral Director Appraisal Work Sheet. Rochestef, New 
York: Rochester Memorial Society, 1974. 

-T-hts-dociKTient-suggests*' things that^nJndLvidiial^iLme^, 



. morial society^hould- learn about funeral hoifies before.se- 
^ lecting owe. It discusses some ways to judge the' quality 
of the servite and how to make meaningful price comparisons. 
It suggests 'that the quality of service be assessed by se^ral 
indicators, including* complaints filed with the Better Business 
Bureau, type of billing pYocess, number ^f funeral directors 
associated with a home, and funeral directors* attitude! Each 
factor is weighted to^come up with a total rating (or point 
score) for a (uneral home. 

» The document was developed to help memorial socjety 
members choose which, funeral home^ to patronize. 

The document is available from CERN.* [DOC =; 1 p] . 



Fifnerals: Consumers' Last Rights. Mt. Vernon, New York: 
Consumers Union, 1977. 

This document contains an excellent discussion about the 
nature of the services provided by funeral homes, memorial 
societies, and cemeteries. It discusses the funeral industry; 
funeral arrange merits; conventional fi^nei-ais §ind burials (cof- 
fins, embalming, *'extras," vaults,''and cemeteries); alterna- 
tives to 'a funeral and buri^. (cremation and donation oi 
body to medical science); and prearrangements for^disposition 
(memorial societies and pre-need planning). Financial and 
• le^al aspects are covered along with some detailed infongation 
on state laws about embalming and pre-need arrangements. 

This is a b*asic and very thorough guide to funerals. It 
IS well organized and easy-to-read. ^ 

The document is available from Consumer Reports Books, 
Dept. AA60 P.O'. Box 350, Orangeburg, NY 10962, for 
$6.00.* IDCX: = 335 pp (1-40)] ^ ' ^ . \, 



How To Rest In Peace: A Consumer's Guide To Maine 
Funeral Expenses/Portland, Maine: Maine Public Interest 
Research Group, 1978; . 

. Thisjdocumentjeports a major comparison of funeral homes 
in the state of M?iine. For each home, it reports the different 
kinds of services provided and prices^ut no iftdicators of 
the quality of the service. ^ / 

Data were collected by several means, including mailed 
quesVionnaires or personal interviews with funeral directors. 
Notable features of this study include overcoming ^he funeral 
directors*' reluctance to provide requested information by 
sending non -respondents a second questiorxn&ire and then 
calling them on the phone.*Prior to interviewing, Maine PIRG 
representatives met with the Maine Funeral Directors As- 
sociation to solicit their cooperation in gathering price data. 

The study found that prices differed for a "least expensive 
convention funeral** by 220 percent, with a low of ^ $375 
^ high of $1,200.- • . . 

mi/^is document offers consumer information on arranging 



a tonveational funeral, cremation, bocly and organ donation, 
pre-planning, cemeteries, gravestones, death benefits, and 
funeral arrangements aw^y from honje. ^Some details of the 
study plan are available in the rlfeferenced document. 

The document is available from Maine Public Interest Re- 
search Group, 68 High St.,1'ortland, ME 04101, for $2.50.* 
[DOC = 67 pp (5.21)] 

Moore, Lewis and Smart, Elliott. The High 'Cost Of Dying: 
CPC took* At funeral Prices In Baton I^ouge. l^mon- 
Q\d 5,*" no. 1% Baton Rouge, Louisiana:, Consumer Protection 

-Center^;9_77a_5^9.'. • ' " ^ 

This document reports a' comparison of juneral homes 
in East Baton Rouge Parish, Louisiana. For each funeral * 
home, it reports th,e different kinds of services provided 
■ and prices, but no indicators of the quality of the service. 
Data were collected' by several means, fncluding ques- 
tionnaires ^mailed to funeral homes and in-person interviews 
with funeral home personnel by surveyors acting as bereaved 
consumers. Notable features of this study include overcoming 
' the funeral home directors* reluctance }p provide requested 
information byJioldlng a meeting to clarify the survey's goals. 
„ Price data were also collected at more than one point in, 
° tjme, first by someone posing as a consumer -and then b^ 
someone identified as a researcher. 

The-study found that total prices (for professiSnal^services, 
use of- facilities, the cheapest casket, anjd a .wooden outside 
container) differed by as much as 125 percent. 

Cremation and memorial society information is included 
along -with an explanation ofrpricinffc the funeral industry. 
Details of the study plan and copies ofthe^major data collection 
^ instruments are availably in the referenced document andr 
^s supplemental tnaterials. 

^ document and supplemental materials are available 

from CERN/ [DOC - 6 pp; SUP = 3 pp] 



Quin'n, Margaret. FyneraU: ^e High €ost Of Leaving. 

YpsilanU, 'Michigan i Eastern Mlcfiiglm University. Michigan tf 
Consumer Education Center, 1979.^ 

Th!s do'cument contains a good d^cussion about the nature , 
of the services provided by futieral homes and other ^death 
related services. It is a teaching mbdule designed for^Wgh 
school and a'dul^ consumeTTducation courses. It describes 
various aspects oi funerals and provides suggested activities, 
tests, and reading 'materials to teach eight topics. Some of 
the topics are factors>inf)uencing funeral decfeio^is, procedures ^ 
for planning a funeral, costs, cremation and donation of body 
organs, unlawful funeral^ractices and schemes, and consumer 
complaint p*>cedures: A {uneral price survey form, a glossary 
of terms, and air extensive list of resource materials are 
included. • • . 

.The document Is available from. Michigan Consumer Edu- 
cation Center, 215 University Library, .Eastern Michigan Uni- 
versity, YpsilantI, MI 48197; for $275-/ (DOC = 79 pp 
(1-52)]^ ^ . ' Y * ' ^ r . 
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HEALTH 

MAlNTEi^ANCE 

ORGANIZATIONS 
(HMOs) 



Rathfer than reporting just the premiums for each HMO, 
the document covers the premiums plus expected out-of» 
pocket expenses for members who experience various 
amounts of .needed care. The total costs to the member 
were derived by analy^s of ])enefits, and premiuift^schcdu^s, 
and the probability^ y»f -eacfT amount of needed care; based 
on actuarial datci. The studyis:'updated annually. • 

T*he study found that ISistomer. ratings of the quality of 
service varied substantially anfiong the different HMOs. The 
average yearly cost for rionpostal Ifederai employees 'with 
a family ranged from $345 to $l,ie<). Some details of the 
study ptan-are a^Tatlable in the r^ferenceH document. 

Th6 document iSVavailable from Washington Consumers' 
CHECKBOOK, 1518 K St. NW. Washington, D,C 20005, 
for $3.65.* [DOC = 63 pp; 'SUP =.4 pp] 



HMO—The New Private Family Health Care Clinics. 

Consumers' D/^est (November/December 1975);10-11. 

, This document suggests several things that an indfviduar 
should learn about health maintenance organizations before 
selecting^ne. It discusses ways to judge , the quality of the* 

-service, such as Board certification of physicians, subscriber 
participation in decision making, and administrative costs 
(which should not exceed 15 percent of an HMO's income), 
. The background of HMOs is discussed as well .as studies 
that have assessed the effectiveness of HMOs. Advantages 

'and disadvantages to HMOs are include4, along wiih a brief 
description! of ayailable services^ , 

The document i§ available from CERN.* (DOC = 2 pp] , 



' Are Health Maintenance Organizations The Anmver To 
Your M^ical Needs? Guide To Consumer Services. 

Mt Vernori^v New York: Consumers Union, 1977:207-227. 

This docun\ent suggests sev^fal things that an individual 
should learn abo^t healtji maintenance organisations before 
selecting one. It* discusses the different kings x>{ services 
« provided by HMOs and some^a^s to judge the quality 
, of the service. It ^suggests that jhk quality of ^servlcej be 
assessed by several indicators, including staff qualifications, 
doctor^patient ratios, subscriber partidpation in decision mak- 
ing, and involvement of 'doctors' in quality assurance programs. 
This document traces fhe history of HMOs and discusses 
^ some studies that have analyzed quality of care provided 
by,ftMOs. Organizations disseminating Information on HMQs 
» are listed. , , ' "^C 

The document is available from Reprint Deot.^^Consumcrs ' ' 
Union, Orangeburg, NY* 10962, for $.50/ (DOQ pp] 

Ffancis, Walton and Editors of Washington Consumers' 
CHECKBOOK. Checkbook's Guide To 1981 Health In- 
surance Plans F6t Federal Employ eeif. Washington, D.C.: 
, Washington Center for the Study of Services, 1980. 

r 

This document includes a comparison of HMOs available 
toiederal government- employees. For each HMO if reports 
some of the kinds of benefits that are covered and cost 
comparfsons. For HMOs' in the D.C. area, it also reports 
some indicatofs of the quality of service. 

The quality of^ervice was assessed by customer ratings. 
f The ratings were collected by mailing qUestlonnaires'oto 
Checkbook magazine and Consumer^ Reports subscribers • 
^JZrnn^^ Washington, D.C. area. ^ 



^Willianjson, Jolih' W.,' Cunnin^am,^ Frances C. and Ward, 
. David J. Qualitvf of Health Care In HMQs As ComfNired 
To Other Settings, A Literature Review ^nd Policy 

Analysis. Rockville, Maryland: Office of Health Mairit^enance 
Organizations, Depart m^nt^of Health, Education and Welfare, 
1^79'.^ , : 

. Plft document offers a review of literature .on the^ 
qviality of ;care in healfh maintenance organizations (HMOs). ' 
It addresses the question of whether the care provided by 
HMOs^is comparable to that'provided by other systems that 
are based on different payment mechanisms. Nineteen of^ 
the examined' studies found that the (quality care in HMOs V 
was superior to, or matched tliat of other settings. Six studies I 
found the qftality of HMO care was about equal to that 
of other settings. None of the examined studies found HMO 
care tfelow the quality, of other settings. 
The document is available fr6e from the Office of Health. 
J Maintenance Organization, Division of Program Promotion, 
3-32 Par)c Bldg.,' 12420 Parklawn Dr., Rockvjlle, MD 20857.: 
(DOC = 66 pp (1.3,4y 
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HOSPITAL 
EMERGENCY 
ROOMS 



D^vis, Ella H. Study Shows Wlv^ Comes to The Emer- 
^ency Room And What Happens To Them After They 
Get There. Moderr) hfospital (presently called Modem Heplth 
"'.are Mggazine), (June 1973). ' ' 

This docunient reports a comparison of six major ho^pitals^/ 
emergency rooms in Washington D.C. For eacli emergency 
room, it reports the number of visits at > different times of 
the day;Jhe type of emergencies; the age qf the patients; 
'and thejength of the waiting ahd ^treatment periods* Data 



*See page 2 for further informaUon on. acquiring documents and 
supplemental materials. 



31 



were collected by oCservation of each hospital emergency 
room for one week. 

The study found that 20.percent of patients at the hospitals 

, did not hav^ to w^M for^treatment; 50 percent waited less 
than ten mlntues; and'35 percent waited 15 or more minutes. 
The biteiest hours m the emergency room occurred f^om 
7 through 9 p.m. on Mondays. Another finding of the study 
was that as the propqrtion of p?itients with urgent conditions 
decreased, there was a corresponding increase in the average 

^ ^treatment ttme. 

Some cjetails of the study plan are included in the referenced 
docuny^t. 

TW document is available from Modem Health Care Mag- 
, 740 Rush St., Chicago, IL 60^11, for $5,00.* [DOC = 4 



Emergency. Washirfgton Consumers CHEckeOOK 1, No 
1 (Winter 1976y:M7. 

This document reports a major comparison of hospftal 
^emergency rooms tn th^ Washington, -D.C. area. For each 
. emergency room, it reports the ^different kinds of services 
provided, indicators of the quality of service, and prices.' 
'The quality of servFce was assessed by several measures. . 
including the number and training of staff In the hospital 
or on call, ambulance .crews' .average estimates of waiting 
time, and clergyper'sons*s assessment 6f hospital staff at- 
titudes.* * 4 • . 
^ ^^r Data were -collected by several means, including inter-. 
Viewing hospital administrators by telephone, sending partly 
'filled-in question oaires to hospital administrators for confirm 
raation and completion, interviewing ambulance crews, and 
mailing questionnaires to clergypersons who visit hospital in- 
patients. 

The study found substantial variation among the emergency 
~ rooms in respect to several of the indicators of quality of • 
service. 

Details of 'the study plan and copies of the major data 
collection instruments ane available io the referenced doc-^ ^ 
ument and as supplemented materiiils. 

The document and supplemental materials are availalsle 
fromCERN.MDOC'=21pp;SUP = 28ppJ ' . 



"'^^Gibson, Geoffrey; Pickar, Elliott R.; and Wagner, Judith, 
L., Evaluative Measure* And^ata GoUection Methods 
For Emergency Medical Services. Systems. ^Plib/fc Health 
Reports 92 (Jul y/Augu^77):3 15-321. 

This document de^rlbes how to do a con^parison of emer- 
gency medical services., Ft suggests collecting information on 
the different kinds of services provided, and several indicators 
of the quality of service. The indicators of quality include- 
adequate staffing; appropriate training for personlnel; sufficient^ 
cqramuniSrtjbn anwrfg personnel/adequate number'of emer-* 
a^cy medical facilities and criticlal^e units; and consumer 
participation in* the system^ 

The doGument discusses *the use of questionnaires mailfed 
to hospitals or public safety agencies; inspection visits to 
hospitals; exaroiyition of records^ kept by the hospitals; and 
other data colSdSon methods. Pbr each indicator of thj2 qualitsT 
of service, Xhi ilc^fcllment lists particular measures that cafi 
evaluate the service' 'and suggests, sources of data for the 
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»pies of data collection instrumerrts *^hat can be used 
ch a study are not available in the refer42nc§#document 



nor as supplemental materials. 

The document 'is available from CERN.* (DOC = 7 pp) 
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Werner, Gail and Lemov. "Penelope.- It*s An Emergency! - 

Washmgtoniar) 9 (June 19 1/4): 64-66, 139-I45r 

This document reports an extensive -comparison of 27 
iiospitals' emergency, rooms in the Washington metropolitan 
area. For each emergency room, it reports the different' 
kinds of services provided, some indicators of the quality 
of service, and fees. The quality ^of service was assessed 
by the number of staff on duty, their training, and the avail- 
ability of specialists. Information is also provided on the aver- 
age daily number of patients, busiest time of the we^k, 
amount of space. jn the emer^cy room, and the .triage 
system, (method ^f receiving patients). Data were collected 
by several JnneanT, including mailed questionnaires and tele- 
phone an^^tn-person interviews with hospital administrators. 

The study found that prices differed by as^much as 242 
percent for basic €;mergency.room visits. 

The document' begins with comments from hospital emer- 
gency department physicians. These doctors felt that better 
coordination among hospitals in the area would reduce prob- 
lems of long waits for patients and over- or under-use of 
some(^hospital emergency Voom facilities. 

Details of the study plan, and "copies of the major data 
collection instruments are not available' in the referenced 
documentfnor as supplemental materials. 

The document is available from Washmgtor\iar\, Back Issues 
Dept., 1828 L St. NW, Rm. 200, Washington, D.C. 20036, 
for $1.35.* ll50C= lO.pp]' . , 

• - \ - ^ / 

HOSPITALS— 

INPATIENT 

CARE 

Accreditation Manual I%r Hospitals. Chicago: Joint Com 
mission on Accreditation of Hospitals, ^78. 

Thts manual states the extensive standards^ the Joint 
Commission pn* Accreditation of Hospitals. For eath s^ice 
areajt»uch as anesthesia, dietetics, etc.) a set of standards 
'/iCsid^ed; and for each standard several^-^'Mnterpretations' " 
' or sul)sidiary standards are explicated. Appendices in the 
document briefly describe JCAH*s accreditation procedures 
and audit requirements. A related document. Hospital Surve^^ 
Profile-'}979 Edition (Chicago, Illinois: Joint^ Commission On 
Accreditation Of Hospitals, 1979) is a data collection in- 
strument to_be used by hospitals whert studying how well 
they comply with' the standards. 

B6th documents are periodically revised. 

The document and Hospital Survei^ Profile are available 
from the Joint Commission on Acreditation of Hoipitals. 875 
North Michigan A^e.. Chicago, IL 60611, for $20.00 and 
$12.50. respectively.* [DOC = 233 pp (ix-5); Profile = 239 



^ an< 



Acute Ho»plt»Htl», A Consumer*' Guide To Health Care 

Costo. College Park, Maryland: Maryland Public Interest 
ReJearch Group, 1977. — 

This do<fument reports -a ^comparison -of .costs at eight 
iNIaryland hospitals around the Wtisl^ington metropolitan area. 
' rr each hospital it reports the costs of seven different services 
and some other information. 

jThe study found that daily costs for a semi-private room 
varied from $70.00 to $110.00, a difference of 57 percent. 
The average length of stay ranged from -5.6 to 8.2, days, 
(for four hospitals), a difference of 46 percent. 

The majority of 'the documetit discirsses the escalating 
cost of hospital care and why it^is occurring. Many 'studies 
that focus on hospital expensesjare discussed and statistics 

^ are quoted. , 

The document is available from Maryland Public Interest 
Research Group, University of Maryland, Rm 3110, New 
Main Dining Room, College Park, MD 20742, for $1,50.* 

* tDOC = 32 pp] 



Costanze, G.A. and Vertinsky, liana. Measuring The Quality 
Of Health Care: A Decision Oriented Typol6gy. Medlca/ 
Care 13 (May 1975):417431. 

The document provides a review of the available meth- 
odologies for measurmg various aspects of the quality of 
health care. The methodologies are oategorized by a taxonomy 
to highlight their major *similaritiesjand differences. 
. The document is available from CERN.* ID0C= 15 ppl 



Duckett, S.J. and Kristofferson, S.M. An -Index Of Hospital 
Performance. lAed\ca\ Care 16 (May 1978):400407. 

The document is a technical discussion on hoU^ to compute^ 
a service performance index for hospitals. The index is based 
on death rates, ac^justed for the age and severity of the 
patient's disease at the fime of admission. 

The document is available from Harper & Row, Inc. c/o 
Medical Care, 2350 Virginia Ave., Hagerstown, MD 21740, 
for $5.00.* [DOC = 8 pp] J * 



Albrecht, Janet A. and K<^sner, David M Assessing Am- 
bulatory Care: A Comparative Analysis Of Three -Meth- 
odologies. Washington, D C, 1975 ^ ^ 

Tiiis document describes a study testing three method- 
ologies 'fpr evaluating the quality of ^bulatory (outpatient) 
medical care. Themethods'testedw^re: analysis of "encounter 
forms"; analysis of medical record abstracts; and interviews 
with, and independent examinations qf, patients. , 

The authors concluded th/^analj||is of encounter forms 
and some medical record information, supplemented by in- ' 
terviews with patients was the most desirable methodology ^ 

Cooi€S of ,data collection instruments that can be \ised 
.for Such a study are included in the referenced document. . 

The-document is available free from Dr. David Kessner, 
^ 55 Lake Ave., Worchester, MA 01605/ {DOC = 420 pp ^ 
(i«xxxvi4)l ' • ' : 



A Consumer*s Guide To Connecticut Hospitals. HarHord, 
Connecticut. Connecticut Citizen Action Group/Connecticut 
Citizen Research Group, undated. ^ \^ 

Tfiis document^reports an extensive comparison of all fS)s-.' ^ 
- *~ pltals in the state of Connecticut. Foe each hosptf^, it reports 
the different kinds of services provided in medical/surgical, 
maternity, rt^^srfrics, mental health services, special inpatient 
services, \xtd outpatient units. It also contains some indicators 
' of the quality of service, and prices. The quality of service 
was assessed by several measures, including number of non- 
iconforming beds as determined by Hijl-Burton Standards, - 
adoption of a patient's bill of rights, and extensiveness of 
avj^ilable services. 
\ > *The study found that the dally prices for semi-private 
--s'TOoms differed by as much as 127. percent. 

'The document offers some suggestions for how to* use * 
• \hospltal services. It also Includes the American Hospital As- 
sodtetipnV Patient's Bill of Rights. ' 
Details of the study plan and copies of the major data 
•i collectlortj^nstruments are not available In the referenced 

document. . — r ' 

The document Is available from Connecticut Citizen Action 
Group, &px G, 130 Washington St., Hartford, CT 06101, 

o (DOC = 94 pp (1-20)} 
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Furfong, William Barry. Hou^ Hospital Errors Threaten 
Lifg. Good Hoxxsek^^pm^ (January 1973).58, 59, 123-126, 

The document lists numerous occurrences where mistakes 
hav§ been made on patientS"and have endangered their 
lives. Some errors that, have been made are giving the wrong 
medieme to a patient, operating on a patient for the wrong 
problem, and spreading infection by not maiftalning sanitary 
conditions in a hospital. The article pro^^id^s statistics from 
many studies of hospital mistakes. The article concludes that 
communication breakdowns and thafilack of effectfN/Tquality 
control Allow these life^threatening errors tb continue. 

Theyocument isavail^ble from Good Housekeeping,.Hearst 
Corporation Back Issues Dept., 250 West 55th St., New 
YoT^ NY 10019; for $1.75.* [DOC = 6 pp) . 

a ' , ' ^ 

• Gots, Ronald, and Kauh^an, Arthur. The People's Hospital 

Book. New York City: Crown Publishers,** Inc., 1978. 

Vhe document provides imp^rtant^ information on how a 
patient can make T)etter decisions about wh^, how, and 
from whom to get the Best hospital care. It offers Information 
on such topics as assessing one's health needs, choosing 
*'the best hospital, and achieving an effective relationship with 
' the physlciiins and nursing staff. »N • „ 
* The dcJtument is av^l^ble'fVom Crown Publishers, Inc., 
,Oiie Par'k Ave., New York,-NY 40016, for- $3,48.-^ (DOC 
^223 pp (4-43)] 

♦«» * 

Griffith, John R. Measuring Hospital Performance. Chi 

cago: Blue Cross Association. An njpUIRY Book, 1978.^ 

This document describes how to do a comprehensive eval- 
uation of hospital performance. It tells how to collect and 
analyze Information on several Indlcator-s of the quality of 
service, and on costs. The indicators of quality Include mor« 
tality rates, rates of sufgj^al procedures, and patient sat- 
isfaction. ^ 

The document discusses the use of local demographic data, 
hospital discharge abstracts, annual hospital cost reports, 

*S^e page 2 for further Hnformattor) on acq^lrir)g documents and 
supplemental materials. 
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and mailed questionnaires or telephone interviews with pa- 
tients. ' 

Copies of data collection instruments that can be used 
for suth a s^tudy are not' available In the referenced document, 
nor as supplemental materials. 

The document is available from the Blue Cross Association, 
676* N St. Clare St , Chicago, IL ^611, for $10.00/ [DOC 
-98pp(M6)] , ' ^ 



Hospital Inpatient Care. Washington Consumers' CHECK- 
BOOK '2 no. 4 (Summer 1980):2944. 

This document reports an innovative comparison of in- 
patient care at hospitals in the Washington, D.C. ,area. For 
each hospital, it reports several Jndicators of the quality 
of service, and prices. The qualityt of service was assessed 
by several measures, including nurses' ratings of various as- 
pects of the medical care, customers* ratings of several char- 
acteristics, whether the hospital was affiliated with a medical 
school and'had teaching programs, and death tates [qt two 
types of open heart surgery. 

Data were collected by several means, including inter- 
viewing (by telephone) and mailing questionnaires to samples 
pf nurses in the Washfngton, D.C. area; mailing customer 
questionnaires to CHECKbOOK magazine and Consumer Re- 
ports subscribers in the D.C. area; and interviewing hospital 
administrators (by telephone). 

The study found that hospitals received widety v<irying 
average ratings from their current and recent former nurses. 
For instance, only 30 percent of the nurses associated with 
one hospital rated its availability of physiciansln an emergency 
as "good" or "very good** whereas 96 percent of th^urses 
assdci^ited with another hospital rated its availaBHIty of phy- 
sicians in an emergency as good or'^ery good. Customer 
satisfaction also varied tremendously among the hospitals' 
Only 13 percent of the customers at one hospital rated 
its overall performance as "supertbr^** whereas 89 percent 
of the custdmers at ariOther*'hospit'al rated its overall per- 
formance as superior. Death rates for heart by-pass' surgery 
ranged from about 2 percent to 20 percent over a two;, 
year periOMd. Prices for a semi-private hospital room, intensive 
care, and use of the operating room differed by as much 
as about 100, 600, and 300 percent, respectively. 

The document also discusses different types of hospitals, 
how to get good care wherever you go, ways to keep down 
hospital costs, and hospices. 

Details of the study plan and copies of^ fhe major data 
collection instruments *are available in the" referenced doc- 
ument and as supplemental materials. * » - 

The document is available from Washington Consumers' 
CHECKBOOK, 4518 K St. NW, Suite 406, Washington, 
D.C. 20O05, for $5.65 (includes three other studies). Sup- ^ 
T>lemental materials are available from CERN.* [DOC =17 
pp) SUP - 8 pp] 

Howell, Jullanne, R.; Osterweis, Marian; and Huntley, Robert 
R. Curing and Caring— A Proposed Method For ScW- 
AsMssment In Primary Care Orgairizations/ Journa/ of 
Comrnunify Health 1, (Summer 1976):256-275. 

The document reviews five rese<irch studies that focus 
on quality assessment of healthXcare services. They are: 
Morehead's Baseline Clinical AUdit, Kessner*s ^Tracer'* 
Method, Hullta and Cassel's "Incj/cator Case'* Method, Wil-* 
llamson's **Health Accounting'* Approach, and Rubin's Com- 

ERIC - • ' . 



prehensive .Quality Assurance System Since none of these 
methods fully monitors primary care organizations, in terms 
of both "caring" and "curing," another, method is proposed 
for periodic assessment. The method examines key perfor- 
mance' indicators in prevention, diagnosis, and management 
of illness. It also uses unsolicited complamts' sent to the 
health care center and pafent questionnaires to measure 
patient satisfaction. 

The document is available free from Marian Os^tepweis," 
Community, and Family Medicirie, Georgetown University, 
School of Medicine, Washington, D.C 20007.* (DOC = 20 
pp] * ' . • ^ 



Orkand, Donald S.; Jaggar^ Franz J4 , and Hurwitz, Elliott, 
Comparative Evaluation Of Costs, Quality and System 

^ Effects Of Ambulatory Surgery Performed In, Alter- 
native Settings. Silver Spring, Maryland. The Orkand Cor- 

. poration, 1977. 

Th^S'document reports a major assessment of the overall 
service provided by freest andirig a'l^bulatory surgical centers 
in Phoenix,* Arizona. It reports*on several -indicators of the 
.quality of the service and on prevailirig prices. The quality 
ol service was assessed by several things, including staff 
training,\ patient satisfactionf and impressions of the inveS' 
tigators cased on observations of surgical procedures. 

C^pta were collected4)y exchoiining medical records, ana- 
lyzing institutional finafncial recoHds, interviewing patients and 
physicians, ati'd obse[rving pperS|ions. Data were collected 
in both traditional and ajternativl surgical settings. 

Some details of the study plan are included in the referenced 
document. * 

The document l^vailable from the National Technical 
Information Service, 5285 Port Royal Rd., SpringfielJ, VA 
22161, for $7.00 (HRP a024?33).* [DOC = 51 pp] ' 

Osterweis, Marian and Howell,* Jujianne R. Administering 
Patient Satisfaction Questionnaires At" Diverse Am- 
bulator^r Cjre Sites. The Journal of -Ambulatori; Care Man- 
agement (August 1979):67-88. 

This document describes how to do a comparison of an?^ 
bulatory (outpatient) ijiedical care sites and HMOs. It o^ers 
information on assessing patient satisfaction with such things 
as staff cqurtesy and competence, length of waiting time 
to see a doctor, and availability of doctors at night or on 
the weekend. ' ' ^ " . 

The document reports a study comparing the administration 
, of questionnaires to health centner clients by mail, bp telep^ione, 
and at the health center. ' • , ^ * ' 

The document concludes that on-site administration t>f the 
questionnaires is adequate* for most purposes. The exception 
is if one fs particularly jnterested .in, studying low utilizers 
or nonutilizers. ^ . ^ 

A copy of the questionnaire used in tliis study is included ' 
in the referenced document. * . 

The document is available from CERN.* (DOC = 22 pp] ~ 

Palmer, R. Heather, and Reilly, M?irgaret Connorton. In- 
dividual And Institutional Variables Which May Serve 
As Indicators Of Quality Of Medical Car^. Medico/ Care 
17, (July l979):693^717. - . ^ 

The^document reviews recent medical care literature in 
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order to.determme what characteristics of individual pHysif ians 
and medical care institutions can serve as -indicators of the 
quality of medical care Most of tjie reviewed articles used 
process apcf outcome cj^a, a^ opposed to ^^structuraP' data,, 
to assess the quality of care. The document concludes by 
recommending 14^ indicators of the quality of care, such 
as proportion of medical staff^from rese^irch-oriented imedical 
schools, malpractice Vate, teaching status of 'the hospital, 
and proportion of registered nurses to pra^tic^ nurses and 
aides in direct patient care roles ' ^ 

The document is available from Hafper & Row, Inc , Medi- 
cal Care. 2350 Virginia Ave , Hagerstown, MD 21740, 'for 
$5.00 "(DOC ^ 25 pp] 



Technical Advisory Panel onXardjac Surgery and Catheter- 
ization A Report To The Metropolitan Tertiary Care 
Task Force, Falls Church, Virginia Health Systems Agency 
of Northern Virginia, 1979 

This document reports a major comparison of cardiac car^ 
- facilities in metropolitan Washington, D.C For each hospital's 
cardiac care unit, it reports several indicators of the quHity 
of service, such as'staffmg. number'of procedures conducted 
during the-year. and mortality rates. 

Data were collec^ by asking each hospitaUo fill in monthly 
'report forms. 

The study found that three out of eight hospitals surpassed 
th^ minimuim guidelines set up by the Technical Advisory 
Panel The hve other hospitals failed to" meet the guidelines 
because^ of toQ^few^ patients or high mprtality rates. 
" ' Details of the study plan and copies of the. major data 
collection instruments are available in the referenced doc 
ument. 

. The docoment is available from CERN.' [DOC = 53 pp]^ 

Tuck, Jay Nelson, Kahn, Carol, and Marano, Hara, Brooklyn 
And Staten Island Hospitals: An Evaluation. New York 
(26 February 1973):3946. ' ' ^ 

This document reports a major comparison of hospitals 
in Brooklyn and Staten Island, New York. For each hospital, 
it reports the different kinds of services provided, some in- 
dicators of the quality of service, ani^ prices The quality 
of services wa/ assessed by several measures, including medi- 
cal school affiliation,. number of beds, rate of utilization, ave^ 
age length of stay.' ratio of nursing staff to patients, and 
length of wait^g time. 

The study found that nursing staff i^er 100 patients varied 
from 77 to 174, a difterence of 126 percent. The basic 
room ^rice differed by as much as 325 percent. 

The document includes brief discussions of malpractice 
suits and why hospital rooms cost so much. 
i Details of the study ,^n and copies of the major data , 
Y collection instruments are ifot available in the referenced 
\ document nor as supplemental materials. 

The document is available from CERN/ pOC =» 7 pp] 



Ware, John'E., Jr.; Davies-Avery, Allyson; and Stewart, Anita 
b. TJie Measurement And Meaning Of Patient Satis- 
faction. Health & Medical Care Services Review 1 (Janu- ^ 
ary/February 1978): MS. ' 

, The document reviews over 100 articles and repdr^s on 
O ent satisfaction in the health and medical fields, it discusses 



the concept of patient satisfaction and identifies Us major 
dimensions from the content of available survey instruments. 
It assesses the state of the art of measuring patient satisfaction, 
focusing particularly on the reliability and validity of reported 
measures It considers the usefulness of the patient satisfaction 
concept as an independent and dependent variable it health 
and medical care research 

The document is available from Health & Medical Car^ 
Services Review, The Haworth Press, 149- Fifth Ave,, -New * 
.-York, NYiOOlO, for $1 r25.*-[DOC = 14 pp] 

Ware, John-E., Jr ; Snyder, Mary4<.;^and Wright, W. Russell. 
Some Issues In The Measurement Of Patient Satis- 
faction With Health Care Services, Santa Mohica, Cali- 
forma- Rand Corporation,' 1977. 

The document discusses several important andcontroversial 
issues -involved in measuring patient -satisfaction with phy- 
sicians and medical care services. The issues* Include the 
dimensions- of patient satisfaction, the validity and reliability 
of single-Item satisfaction measures, and the effects of ques- 
tionnaire Item wording and scoring on resulting satisfaction 
levels. The documogt suggests how these issues can be handled 
during construction of patient satisfaction surveys. 

The document is available from Rand-Corporation, Pub- 
lications Dept., .1700 Main St., Santa Monica, CA 90406,^ 
for $3,00 (^P6021).- [DOC = 21 pp) * 



Werner, Gail and Lemov, Penelope: The-RigHt Hospital. 

Washingtor^iar} 10 (March '1975):58-82. 

This document repoVts a major comparison of Hjpspitajs 
in the Washington, P.C. metropolifan area. For each hospital 
jt reports the different kin^s of services provided in intensive 
ca«, surgery, maternity, and pediatrics; several indicators 
of the quality of service; and prices. The quality of service 
was assessed by several measures' including naedical scTiool 
or residency program affiliation; occupancy rate for medical/ 
surgical, obstetrical, psychiatric, and. pediatric fields; nurse 
to patient ratio for intensive care units; and ability to meet < 
the federal government's Ptatessional Standards Review Or- 
ganization standards for hospital care. 

Data were collected by questionnaires mailed to hospitals, 
interviews with health care experts, and inspection visits 
by the researchers to most hospitals. 

The study found that semi-private room charges ior one 
dfay differed by as much as 167 percent. Nurse to patienf^ 
ratios in tfi*e intensive care units were very similar among 
hospitals tl/l,'l/2 or 1/3, depending upon the severity 
of the case).Vp: . , 

l5f tails of me stucjy plan are available ''ifl the referenced 
document^. - ' ^ 

The document is available from Washidgtonhr}, Back Issues 
Dept., 1828 L St. NW, Rm. 20Q,^Washington. D.C. 20036; 
for $3.75.' [DOC = 21 pp] ' 
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Ansley. Mary Holm. Ho«rTo^Take The Trauma Out Of 
A Moving Experience. G^go Inhum (5 August 1980)^ 
Section 4:3,4. ♦ 

This document offers information on how to go about 
moving and what organizations to contact for useful household 
moving information. A chart is included from the interstate 
, Commerce Commission which reports 1979 performance data 
for 17 national moving firms. Some tips are provided on 
do's and don't of moving, which can save consumers both 
time and money. 

Th« document is available from CERN.* [bpC = 2 pp] * 



Buying Transportation. Washington, D.C.: Interstate Com- 
merce Commission, 1978. 

The^^cument contains a general discussion about the 
nati^j^gf§crvices provided by the Interstate Commerce Com- 
mission on freight rates and passenger fare^. It discusses 
transportation laws and the mechanisms ICC uses to assist 
consumers and small businesses. Those mechanisms are chal- 
lenging carrier increases, resolving disputes,. and removing 
some causes of complaints by regulatory actions. 

The doc;ument is available free from Consumer Assistance 
Center, Interstate Commerce Commission, Washington, D.C. 
20423.* (DOC = 9 pp] 



Complaint And Performance Data On Household Good 
Movers->1979 Operation. Washington, D.C: Interstate 
Commerce Comrnission, Office of Consumer Protection, 1979. 

' This document reports a major comparison of 17 interstate, 
household moving companies in the. United States. For each 
company it reports some indicator's of the quality of servicfe, 
such as the number and type of comjjlaints received by 
ICC, the percent of cost estinjates which proved to be sub- 
»stahtially in error, the percent o^hij^fiients picked up or 
delivered five or more days later than specified, and the 
p^cent of claims that the shipping compzmy settled in various 
numbers of days. ^ » ^ 

Data were 'collected by exfrac'ting unverified information' 
^from anniAf performance reports filed with the ICC by in- 
terstate movers. Complaints against movers were obtained 
through examination of records Jtept at the ICC*s National ' 
Consumer Assistance Center. 

' The document is undated each year. 

'Details of the study plan* and copies pf the^ major data 
collection instruments are not available in the referenced 
document or as supplemental materials. 
*** pie document is available free from the Consumer As- 
sistance Center, .Intefstate Commerce Commission, Wash- 
D.C. 20423.* (DOC = 6 pp] * 



Lost Or Damaged Houfehold Goods. Washington, D.C: 
Interstate Commerce Commission, 1979. 

This document contains a good discussion about things 
fo do so that you will have the best chances of gaining 
remuneration for household goods that are lost or damaged 
by an interstate moving company. 

It discusses the precautionary steps consumers can take 
before the move, on the moving day, on the delivery day, 
*and after nrwving.* Responsibilities and liabilities of the con-, 
sumer, the moving, ccynpany, an<i the storage company are 
mentioned. 

The document is available free from the Consumer As- 
sistance Center, Interstate Commerce Commission, Wash- 
ington, D.C. 20423.* [DOC = 18«¥p] 



Ruffin,tCordelia, Finding The^Right Mover.. VJoshm^onxan 
7. (March 1972):108-112. 

This document reports a comparison of movers in the 
Washington, D.C, area. For each n^over, it reports the dif- 
ferent kinds of services provided and prices, but generally 
no indicators of the quality of the service. Data were cpllected 
by interviews with the movers and some clients. 

The study found prices dljered by as much as 94 percent 
for one hour of work by three to four men and a truck. 

Some details of the study plan are included in the referenced 
document. 

The document is available from VJoiMn^onxoxXy Back Issues 
Dept., 1828 L St. NW, Rm. 200, Washington, D.C. 20036, 
for $.75.* [DOC = 4 pp) 



Summary of Information For Shippers Of Household 
Goods. Washington, D.C: Interstate Commerce Commission, 
1979.' 

This document contains substantial information .for con- 
sumers on the use of moving companies when transporting 
. household goods. It discusses costs, packing, inventory of 
goods, the bill of lading document, mover's liability for 1q^ 
or damage, unloading, and storage in transit. It prbvidfes 
step-by-step tips on preparing for the move so as to avoid 
probTems.^'The ICC requires that interstate and international 
household movers give this booklet to their customers. ^ 

The document is available free from the Consumer As- 
sistance Center, Interstate Commerce Commission, Wash- 
ington, D.C. 20423r^ [DOC = 32 pp] . 



41 



( 



INSURANCE 
COMPANIES- 
AUTOMOBILE 



Auto Insuranceijlow They Set Yoiir Rates. Changing 
Times 33 (March 1979):6.10. 

This document contains a general discussiort about how 
auto insurance rates are set and the advantages^ and dis- 
advantages of the present^ rate system. 

Rates are set by assigning drivers to groups defined by 
certain characteristics such as age, sex, marital status, number 
of accidents and violations, number of cars, use of cars, , 
mileage, and whether the driver -took h .driver education 
course. 

Several criticisms of the rate-setting classification, system 
have bee,n made. The system is complex, the risk categories 
can sometimes be impr'ecise, and people with seemingly similar 
characteristics can be 'charged rates that, vary significantly. 
The insurance ' companies respond to these complaints by 
saying that the system works well and can reasonably predict 
losses, and that if other-factors were used *many drivers 
would be rejected or charged more. 

The document is available from Changing Times Reprint 
Service, 1729 H St. NW, Washington, D.C. 200D6, for $1.25.' 
(DOC = 5 pp] 



Clayton, Robert. Car Insurance: How Your Rates Are 
Set. Popular Mechanics 147 (February 1977):177-179, 182. 

This document contains a good discussion about how auto 
insurance companies determine^^'the premiums they charge 
to consumers. 

It discusses the different types of auto insurance coverage: 
liability, medjcal payments, collision, and comprehensive. It- 
explains that each type of coverage is assigned 'territorial 
ratings that are base prices for each geographical area. Then 
these base prices are modified according to characteristics 
of the insured and his/her. vehicle. Liability coverage pre- 
miums, for example, are usually affected by age,* sex, and 
ritai^ status of the driver; car usage; ownership of car; 



and driv^ safety record. 

The document is available from CERN.* [DOC = 4 pp] 



Consuaier Shopping Guide For Automobile Insurance. 

Jefferson City, Missouri: Missouri Department of Consumer 
Affairs and Missouri Division of Insurance, 1980^ ' 

This document reports an extensive comparison of annual . 
auto insurance rates in the state* of Missouri. But no indicators 
^ of the quality of service are included. 

The rat^s of the top one hundred writers of auto insufance 
in Missouri are given for, two sample policies and each of 
19 cities. Instructions are 'given on how to estimate rates 
for the unlisted focations. 

Data were collected by requesting premium information 
4j 1 insurance agencies. Follow-up letters and telepKone calls 



were made to encourage agencies to return the requested 
data. A notable feature of this study is the collection of 
price data each year to update the information. 

The study found that a married couple in their mid-30s, > 
living in Columbia, Mo., with one car would pay from $196 
to $795, a difference of 306 percent. 

The document begins with consumer information on types 
of coverage, parts in an insurance policy, filing a claim, 
and what to do if a policy has* been cancelled. 

Details of the study'\ plan and copies of the major data 
collection instruments are not available in the referenced* 
document nor as supplemental materials. 

The document is available free from the Missouri Consumer 
Information Center, P.O. Box 1157, Jefferson City, MO 
65102. [DOC = 27 pp] 



Insurance: Washington Consumers' CHECKBOOK 1, no. 
2 (Summer 1976):95.113. 

This document reports an innovative comparison of 16 
leading auto insurance companies in the Washington area. 
For each company, it reports several indicators of the quality 
of service, as well •as annual premium rates. 

The- quality of service of each company was assessed 
by: complaint rates (the number of complaints on file at 
four state insurance departments, divided by the number 
of dollars of premiums paid in those states); the satisfaction 
of insurance company customers who had recentl^^been in 
accidents (randomly sampled from those who rejJorted ac- 
cidents to the D.C. Department of Motor Vehicles as required 
by law); the rates of protested policy terminations in two 
stateS' (protested formally by the customer); and^ the per* 
centage of terminations that were for "minor" reasons as 
shown by; teri^ination letters filed with the Maryland Insurance 
Department. Annual premium costs for each insurance com- 
pany are reported for four different sample drivers and for 
. a high option policy and a low option policy. 
. Data were collected by several means, including telephone 
inferviews with policyholders and examination of records kept 
,by state 'insurance departments. Premium information was 
* determined from company rate filings at the state insurance 
departments, verified in most cases by the companies. 

The study found that a consumer does not have to pay 
^ high premiums to get good service and reliability. In other 
, words, quality and price, showed little correlation. It also 
found a wide range of prices for sirfiilar coverages, indicating 
•^that jjirpays to shop around. 

This document offers information on the fpllowing topics:* 
deciding how much Coverage one needs, how personal traits 
affect one's rates^ and, choosing an auto insurance company. 
An insurance ihfornriation^form is .included fqriJtse in requesting 
price quotations. 

Details of the study plan and copies of the major data 
collection instruments are available in the referenced doc- 
* ument and as supplemental materials. 

The document and supplemental nr^aterials are available 
from CERN.* [DOC = 19 pp; SUP =f 7 pp] 



Managing YoUr Auto Insurance, Parts I, II, III. Consumer 
Reports (June, July, August 1977):3l8-320, 375-384, 484- 
490. 



*See page 2 for further* information on acquinng documents and 
supplemental materials. 
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J^art l^of this document reports a major comparison of auto 
insurance companies in the United States. Foe. each of the 
30 major insurance companies, it reports some indicators 
of the quality of service^ such as customers" satisfaction with 
the h/ndlmg of claims against their own Companies, and 
the companies* ratings in Bests Insurance Reports (the in- 
dustry's guide to insurers' financial condition). 

Data were collected by questionnaires mailed annually 
to Consumer Reports subscribers. Responses were provided 
by 160,000 sobscnbers. A notable feature of this study was 
collecting customer satisfaction data at two points in time 
(1970 and 1976). 

The study concluded that four companies had **much better 
than averag^'' service. None, of them was nationally dis- 
tributed. But several with **better than average" service are 
nationally distributed. The study also found that one out 
of five respondents who had filed a claim against his/her 
own company h^d r.unjnto a problem with the way that 
^laim was handled. 

Part i of the document discusses types of coverage and 
how to buy insurance. Part III discusses problems in the 
insurance industry and no-faul^JHsurance. 

Some details of the study plan for Part II are available 
in that document. 

Theidocuroent is available from Consumers Union, Readers 
Service, 256 Washington St., Mt. V^bi^ 10550, for 
approx. $1.25.* (DOC = 20 pp] 





Virginia Auto Insurance Consiftaftr's Gufde. Rich- 
' Virginia. State Corporation Commission* Bureau of 
nee, 1977. 

i 

This document reports a comparison of the 50 largest auto 
insurance companies in the state of Virginia. For each in- 
surance company, it reports Best Company's rating of. its 
financial strength and stability, and average statewide pre; 
.mium rates on a basic policy for drivers of specified ages. 
Data were collectisd by examination of records kept by the 
Virginia State Corporation Commission. 

The study found that the average statewide rates for 
a married male over 45 on a basic insurance policy ranged 
from $204 to $589. But the document warns that the absolute 
level and relative position of each company's rates may 
vary substantially in different geographical areas and for 
'different circumstance^. 

The document includes much information on the different" 
types of coverage, how to determipe the amount of coverage 
needed, and how to shop for auto insurance. 

The 1980 Guide, details of the ^tudy plan, and copies 
of the major data collection instruments are available^as 
supplemental materials. 

The document and supplemental materials are available 
from CERN.* The lastest Guide is available free from the 
Virginia ^tate .Corporation Commission, Bureau of Insurance, 
P.O. Bcfx 1157, Richmond, VA 23209. [DOC = 26 pp; 
SUP = 52 pp; Guide = 32. pp] ' * > 



Northern California Shopper's Guide To Auto Insurance. 

Sati Francisco, California: San Francisco Consumer Action, 
1978. 

This document reports a major comparison of auto in- 
surance rates jn North^n California, but it does not provide 
indicators of 'tltf qfiality of service. Eighteen majorJnsurance 
comoanies' rates for split limit liability, single limit liability. 



primary medical* payments and secondary medical payments 
insurance are provided. The rate information is reported 
for six categories defined by ag^, sex and marital status. 

Data were collected by mailed questionnaires and telephone 
interviews with insurance agents. Some telephone calls were 
made with the callers identified as researchers, some were 
made with the callers posing as inquiring customers. For 
those com)3anies that did not fill in questionnaires a copy 
of the telephone fact sheet was sent to agents for verification. 

T,he stivdy found that on single limit liability^ insurance 
for an unmarried male, age 23,\the rates differed by 52 
percent, with a low of $620*and a high of $943. • 

This document offers substantial information on auto in- 
surance, and is easy to underst^ind. Some of the topics included 
are; what determines a per.son's rate, what i\fpes of coverage 
exist, what ^re tHe desirable levels* of coverage, how to 
shop for insurance, and what to do after an accident. A 
glossary of insurance terms is also provided. 

Details of the study plan and copies of the major data 
collection instruments are not available in the referenced 
document, nor as supplemental materials. 

The document is available fronri San Francisco Consumer 
Action' 26 Seventh St., San Francisco, CA 94103, for $.75.* 
(DOC =97 pp (41.51)1 



Pennsylvania Consumers' Guide To No-Fault Auto In* 
surance Riites* Harrisburg, Pennsylvania: Pennsylvania In- 
surance' Department, 1979. 

This document reports a comparison of annual auto in-, 
surance rates for a standardized policy in each county of 
Pennsylvania. No, indicators df the quality of service are 
given. Where there is more than ofie rating territory in a 
county, the range of each company's rates within the county 
is reported. The 20 largest insurance companies in Penn- 
sylvania are included in the comparison. Ninety 'percent of 
Pennsylvania's auto insurance market is represented by this 
document. 

Data were collected by telephone interviews with some 
insurance companies and by examination of records kept 
by the Pennsylvania Insurance Dept. A notable feature of 
this study is the^t it is updated annually. 

The sludy found that prices varied widely among insurance 
companies and among counties. 

Suggestions are » offered on how to cut auto insurance 
costs through such means as discounts and higher deductibles. 

Details of the study plan and 'copies of the major dat^i 
collection instruments are not available in the referenced 
document nor as supplemental materials. 

The dcrcument is available from the Pennsylvania Insurance 
Dept., Strawberry Square, Harrfsbui^, PA 171^0, by sending 
a self-addressed, stamped^ legal size envelope.' (DOC = 4 
pp] ^ 



Rader, Stuart. Bloomington Student Guide To Auto In- 
surance. Bloomington, Indjana: Indiana Public Interest Re« 
search Group, 1979. ^ 

This document reports a comparison of auto insui;ance costs 
.in "Bloomington, Indiana. It reports the costs of-a policy 
with "basic coverage" and the costs of a policy with ^'complete 
coverage," for a 21 year old male, and a 21 year old female. 
But no indicators of the quality of the service are given. 
Data were collected by Questionnaires mailed to agencies 



that sold auto insurance to' 21 year olds.Thone calls were 
■also made to remind agents, to return the^form. A notable 
feature of this study includes collecting price data at more 
than one point In time. 

The study found that basic coverage for a young male 
cost from $54.00 to $218.00, a difference of 304 percent. 
Basic coverage for a female cost from $47.00 to $128.00, • 
a difference of 172 percent.. 

The document offers consumer information on" different 
types of coverage, ^guidance on deciding how much Insurance 
to buy, and tips for buying insurance. 

Details of the study plan and copies of the major data 
collection instruments are available as supplemental materials. 

The document is available from IndiAna^ Public Interest 
Research Group, 406 N. Fess, Bloomlngton, IN 47401, for 
$.75.* Supplemental materials- are available from CERN.* 
POC = \p pp; SUP == ? pp] 

The Sentry Insurance National Opinion Study: A Survey 
Of Consumer Attitudes In The U.S. Towards Auto And 
Homeowners Insurance. Stevens Point, Wisconsin: Sentry 
Insurance, 1974. < 

Refer to the "Insurance Companies — Home" section of 
' this bibliography for the annotation of this document. 



Sheppard, William J. Opening Remarks (On A Survey 
To Determine The Extent Of Insurance Information 
Disclosure From Auto Insurance Agents). Pennsylvania, 
25 September- 5 October, 1978. 

This docun>€nt reports an innovative study ofMnformation 
disclosure by aufb insurance agents in Philadelphia, Pittsburg^ 
and Reading, Pennsylvania.-- 

Insurance department investigators, posing as customers, 
visited^auto insurance agencies to determine the amount- 
of insurance information that. was voluntarily disclosed to 
consurners. 

The study found that information was incorrectly provided 
and that in some instances there was fraud. Investigators 
found that no agents offered information on types or limits 
to coverage being purchased and 80 percent of the time 
no information on the name of, the insurance carrier was 
volunteered. Information about discounts for personal injury 
protection insurance was giyen 28 percent of the time, but 
at no time was information given on discounts for consumers 
who had collateral disability insurance. In a number of in-* 
Mances, agents tacked on service charges or unsolicited auto- 
mobile club membership fees. 

Details of the study plan are not available in the referenced 
document or as supplemental materials. , 

The document is available from CERN.* (DOC = J^pp) 
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Approved Andiyfdual Medicare Supplement Policies. 

Madison, Wisconsin; Office of the Commissioner of Insurance, 
1980. 

This document reports ^n extensg^e comparison of ap- 
proved individual Medicare supplement insurance policies 
in Wisconsin. For each policy it reports the annual premium 
at age 65; eligibility standards; pre-existing condition limits; 
first year commission (percent df premium which goes towards 
agent's commission); and anticipated loss ratio. 

Data were collected by examination of records kept by 
the Office of the Commissioner of Insurance. 

The study found that the anticipated loss ratio (which 
is the proportion of premium| the company pays to policy- 
-holders as bertefits) varied from 55 percent to 85 percent. 
Annual premiums differed by as much as 155 ^percent for 
Medicare Supplement 2, with prices ranging from a low 
. of $185.83 to a high of $473.00. 

Details of the study plan and copies of the major data 
collection instruments are not available in the referehced 
document nor as supplemental materials. 

The document is available from Office of the Commissioner 
of Insurance, 123 West Washington Ave.. Madison. WI 53702, 
by sending a self-addressed, stamped, legal siie. envelope.* 
(DOC = 3 pp] 



- Carroll. Marjorie Smith. Private Health Insurance Plant 
In 1976: An Evaluation. SocxqI Secuniy Bultetin 41 (S#p- 
tembe/l978J:3-16. ^ 

s 

The document contains an overview of the private health 
. insurance industry in 1976. It looks at statistics for such 
items as the number of insured, growth in enrollment, type 
of insurer, breadth and depth of individual policies' coverage, ^ 
operating expenses, and claims ratio. Private health insurers 
f ) collected $39.4 billion in premiums and returned $35 billion 
* / in benefits to their subscribers in 1976. The statistics reflect 
steadily rising health costs, higher utilization, and demand 
for expanded services. About 77 percent of the civilian pap- 
ulation had some form of private hospital insurance. 

Th^ document is available from CERN.* (DOC = W^p]' 



Stop To Shop For Auto Insurance. Trenton, New Jersey: 
New Jersey Insurance Department, 1978. 

This dotument contains a general discussion about auto 
Insurance. It offers information on the different types of 
coverage, the various parts of an auto insurance policy, and 
the factors affecting the amount of the premium. Tips about 
how to settle claims and save money on insurance are also 
provided. ■ ' 

The document is available from New Jersey Insurance 
Dept.. 20l E. State St., Trenton, NJ 08625. for $,45.* 
0"-«22ppL 
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Denenberp, Herbert S. A Shopper's Guidebook (Chapter 
9: Health Insurance). Washington, D.C.: Consumer ,News, 
nc. 1974:91-102. 



This document suggests things that an individual should 
learn about several health insurance policies before selecting 
one. It discusses the different kinds of- services provided 
by health^ insurance companies^ some ways to judge, the 
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quality of the service^ and how to make meaningtul price 
comparisons. It suggests that the quality of service be assessed 
by several Indicators, Including extent of covered services, 
extent of exclusions, los^ ratio, and tRe financial strength 
of the company (as rated by Best's Insurance Reports). 

. The checl^list of questions to ask about an insurance policy 
is included, as well els consumer tips on mail order health^ 
insurance, HMOs, and Medicare. 

The document is available from CERN,* [DOC = 12 pp] 



Francis, Walton and Editors of Washington Consumers' 
CHECKBOOK. Checkbook's Guide To 1981 Health In- 
'•urance Plans For Federal Employe^>Washington, D.C: 
Washington Center for the Study of Servicevi^O. 

This aocument reports an exemplary comparison 9f health 
insurance plans available to federal government employees. 
For each plan it reports the different kinds of medical services 
that are covered, and extensive price comparisons. For sev-' 
eral, but not all plans, it reports informe^tion on the quality 
of service provided by the insurance company. The quality 
of service we^ assessed by customer ratings and complaints^ 
The average cost of the participating employee's insurance 
premiums plus unreinibursed bills are reported for each plan, 
for different sized families, and for different levels of total 
medicals hospital, and drug bills. 

The customer ratings C^ere collected by mailing question* 
nairfes to CHECKBOOK magazine and Consumer Reports 
subscribers in the Washingtgn, D.C. area. The cost data 
were derived by analysis of benefits and premium schedules 
on file the Office of Personnel Management and then 
calculating.i)ut-oJ-pocket costs for single persons and families 
with different levels of medical bills. The probability of each 
level of bills is given, based on actuarial data.. 

An unusual feature of this study is that it compares fhe 
total dollars a family will have to pay out if it has medical 
bills of various specified amounts during a given year, instead 
of just comparing the premium costs. The study is annually 
« updated. 

The study found that for a family >f three, with total 
medical bills 'of $1,500 during the year, the total dollars 
they would have to pay. for the insurance pren^iums and 
the unreimbursed bills ranged from a low of $290 to a 
.high of -$1,175 under theyarious plans. The document also 
reports some additional aspects of customer satisfaction with 
each of the^ HMOs in the Washington D.C. area. Some 
details of the study ^lan are Included in the referenced 
document. 

The document is available from VJoshlnQiot) Consumers' 
CHECKBOOK, 1518 K St. NW, Suite 406, Washington, 
D.C. 20005, for $3.65.* [DOC = 63 pp] 



Guide To Health Insurance For People With Medicare. 

Washington, D.C: Health Care Financing Administration, U.S. 
Department of Health, Education, and Welfare and National 
Association of Insurance Commissioners, 1979. 

This document provides general information on health in- 
surance policies that supplement Medicare. Some to'pics in« 
eluded in the booklet are how to shop for private health 
insurani^STwhat the various types of health insurance policies 
are, aild what Medicare does and does not pay. A chart 
is- offercJckwhich lets an individual quickly determine what 
paymenll^Medicare will not cover under Part A and Part 
g *^enefitsl A checklist near the chart can be filled in to 
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learn what an individuaPs current insurance policy^ and pro- 
posed insurance policy will pay ' to fill in the gaps left^^by 
Medicare. ! * ^ , , • 

The document is available free from CERN or any Ipcal 
Social Security Office.* [DOC = 8 pp] 



Health Insurance For Older People, Filling The Gaps 
In Medicare. Consumer Reports 41, (January 1976):27-34.^ 

This document reports a comparison of 16 nationwide 
Medigap insurance policies that supplement older people*s 
Medicare policies. Fdr each health insurance policy, it reports 
the different kinds of services, -covered exclusions, ^noe in- 
dicators of the qualfty of service, and 'annual premiums, * 

The quality *of coverage was,^ assessed by whether the 
policy provides **service*' benefits rather than "indemnity** 
benefits; whfether the policy fills in as many of Medicare's 
gaps'as possible, and whether the policy limits an exclusion 
for pre-existing illness to six months. - 

The^tudy found that the best health insurance choice 
often was a health maintenance organization, followed by 
policies of the locaj Blue Cross/Blue Shield programs. Annual 
premiums differed by as much as 220 percent for Medigap 
policies with six month pre-existing illness exclusions, 

The beginning of the document describes the need for 
Medigap health insurance policies and the four different types 
of private insurance options. They are. major medical policies, 
hospital indemnity policies, health maintenaRce organizations, 
and Medicare supplements (Medigap policies). A short expose 
on the relations of the National ftetired Teachers Association 
' and the American Association of Retired Persons with the 
Colonel Penn Companies is included. 

Details of the study plan and copies of the major data , 
collection^ instruments are not available in the referenced 
document nor supplemental materials. 

The docpument is available from Consumers Union, Readers 
Service, 256 Washington St., Mt. Vernon, NY 10550, for 
approx. $1.25.* [DOC = 8 pp] 



Health Iifturance pMcles: Why It's Hard To Pick A 
Good One. Changing Ti/pes (December 1978):6-11. 

The- document contains a general discussion on the different 
types of health insurance policies, some abuses in the health' 
insurance field, and some features of a good health insurance 
policy. Some states are requiring minimum benefits for certain 
health policies; an example of New York Staters minimum 
allowed benefits is included. A discussion of loss ratios points 
-out that these can be a guide for policyholders to Jearn 
how much a company is paying back to its clients. The 
N6w Jersey Insurance Department found about 15 percent 
of the policies- sold in New Jersey had loss ratios of* less 
than 50 percent, which the Department considered unac- 
ceptably low. 

The document is available from Changing Times Reprint 
Service, 1729 H St. NW, Washington, D.C. 20006, for $1.25.* 
[DOC ^ 6 pp] 



How To ^op For Health Insurance. U.S. Department 
%f Health, Education, and Welfare, Public Health Services, 
Health Resources Administration. Washington, D.C..: Govern- 
ment Printing Office, 1978.. ' * j 

This document suggests several things that an individuaf 



should learn about health insurance policies before selecting 
one. It discusses the different kinds of health insurance policies 
available and severaljmportant features that a health in- 
surance policy should include. 

Some key. points to learn about a health insurance policy 
are: what services does it cover, how many days of hos- 
pitalization are coyered,* are there^ deductibles, what are the 
exclusions, how^long are the we^inng periods, are pre-existing 
conditions covered, and is the policy non-cancellable by the 
company. AJist of frequently Msed insurance terms is incl^uded. 

The document is available~1ree from the Consumer In- 
formation Center, Pueblo, CO 81009. [DOC = 15 pp] 



A Shopper's Guide To Life And Health Insurance For 
Senior.Citizens. Trenton, New Jersey: New Jersey Insurance 
De^ment, 1980. 

fj^e document contains a general discussion about different 
health and life insurance policies and their coverages. An 
explanation of the federal Medicare program is included, 
with a discussion of deductibles and co-payment provisions 
foii Parlf A and Part B. Priyate health insurance is explained 
under four headings, general information, polic^ character- 
istics, policy coverage, and policy price. Large type and 
many illustrations make this booklet easy to read. A checklist 
IS provided to help a^pei^on talk with an agent. 

The document is available from the New Jersey Insurance 
Dept., 201 E. 'state St., Trenton, NJ 08625, for $.45.* 
(DOC = 37 pp] ^ 

J. 

When Medicare Is Not Enough. Albany, New York: New 
York State Consumer Protection Board, 1979. 

The dpcument reports a major comparison of health in- 
surance policies that supplement Ifedicaxe in New York State. 
'For each of the 46 policies, it reports the different kinds 
of services provided, several indicators of the quc^ity of ser- 
*vice, and annual premiums. - 

The quality of service was assessed by several measures, 
including the range of medical services that are covered, 
payout-to-cos't ratio (computed by dividing a policy's^ annual 
premium into that company's total payout for illnesses in 
a year), pre-€xisting condition clauses that are' favorable to' 
consunriers, and the consumer's degree of assurance fhat 
the polijy will be reneWed. A hypothetical patient with a 
need for long-term hpspital care and substantial nursing and 
physician care (roughly in the same proportions as the average 
person over 65) was used as a case study to determine 
a policy rating score^for each insurance policy. ^ 

The calculated rating scores of the policies (based on a 
100-point mnaximum score) varied by as much as 1320 percent 
with a low of five points and a high of 71 points. 

The document discusses the different types of health in- 
surance programs, basic aspects of Medicare, tips on shopping 
for health insurance, and an explariation of loss ratios. 

Details of the studyn^lan and copies of the major data 
collection instrurrtents We not availablis in the referenced 
document nor as supplemental materials. 

The document is available from the New York State Con- 
sumer Protection Board, 99 Washington Ave., Albany, NY 
12210, for $.67.* [DOC = 40 pp] 
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Consumer Shopping Guide for Homeowners and Rent* 
ers Insurance. Jefferson City, Missouri: Missouri Department 
of Consumer Affairs and The Missouri Divisiort of Insurance, 
1980. 

This document reports an ej^tensive comparison of home- 
^» owners and^renters insurance premiums in the state of Mis- 
souri The annual premiums for two typical policicis are re- 
ported for each of the major cities in Missouri and*for the 
100 largest homeowner insurance companies in the state. 
But no indicators of the quality of.service are provided. 

Data were collected by "examination of records^ept .by 
the Missouri Department of Insurance. 

The study found that in Jefferson City a $40,000 HO- 
3 policy for a brick house, with $100 deductible, cost from 
$112 to"$321, a d^fferen(^e of 186 percent. 

The documerrt offers consumer information on such things 
as types of homeowner policies, amount of coverage, and 
. filing^ o^a claim. 

Details of the studj^ plan and copies of tjie major data 
jjollection instri^ents are not available in the' referenced 
/document or as supplemental materials. 
' , ^ - The document is available free Jrom Missouri Consumer 
' Information Center, P.O. Box 1157, Jeffersbft-Sty, MO 
65102.* [DOC =28 pp] 



Consumers Shopping Guide for Homeowners Insurance. 

New-York: State of New York Insurance Department, 1979. 

This document reports a major comparison of annual pre- 
miums charged 'by New York .state's 20 principal writers 
of homeowners insurance. .Thefc is no^ information the 
quality of service provided by the insurance companies. The 
premium^ information is reported by geographic area, by 
whether or not there is coinsurance, by type of residence, 
by type of construction, and by c^her important variables. 

Data were collected by letters a'Jking the twenty largest 
insurance companies to submit certain information to the 
Insurarrce Department. A notable feature of this stUdy was 
cross-checking the information with a second source, bjTusing 
•the Insurance Pepartment's records to see if the companies 
sent correct information. 

The study found that prices differed by as.rtiuch tL$ 82 
percent in Manhattan for the homeowners special form policy 
on a'$35,000 frame construction house, with $100 deductible 
and 80 percent coinsurance, and with ofr-prenjises th^ft ex- 
clucled. Prices ranged from a low of $190 to a high of 
,$345. " \ ' 

Consumer information is provided in the first part of the 
document on such subjects as: types of insurance, sufficiency 
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of coverage; costs of Jnsurance, and invent^y of possessions. 

Details of the study plan and. copies of the major data 
collection instruments 'are not available in the referenced 
document nor as supplemental materials. 

The document is available free from the' Research tind 
Library Bureau, New York Insurance Dept., 2 World Trade 
Center. New York, NY 10047 (DOC = 37 pp] 



Pennsylvania Consumers' Guide To Homeowners In* 
sursnce. Harrisburg, Pennsylvania: Pennsylvania Insurance 
Department, 1980. ^'^^ 

— — This document reports an extensive comparison of home- 
owner insurance premiums for 325 insurance companies in 
Pennsylvania. No indicators of the quality of service are 
provided. 

The rate information's reported for three different forms 
of coverage and for" different counties in the state. 

Data were collected by examination of records kept by 
the Pennsylvania Insurance Deptirtment. 

The stggty found that in Philadelphia a '$50,000 broad , 
form policy (HO-2) for a brick house cost from $176 to 
^ $284» a difference of 61 percent. 

Information on the following topics is also included: types 
of risks a homeowners policy covers, dollar limits paid if 
a consumer experiences a covered loss, and how to save 
money on homeowners insurance. There is a convenient^ chart 
showing the kinds of losses that are coveredi)y seveh different 
forms of homeowners insurance coverage. 

Details of the study plan' and copies of the major data 
collection 'instruments are not available in the referenced 
document nor as supplemeiital materials. 
. The document is av^tilarble^frorri the Pennsylvania Insurance 
Dept., Strawberry Square, Harrisburg, PA 17120, by sending 
a self-addressed, stam'ped, legal size envelope.* [DOC = 12 
pp] • • , 



Renter's Insurance: Greeley, Colorado: Colorado Public 
Interest Research Group, 1979. 

This document reports a comparison of renter's insurance 
policies and annual premiums for 18, insurance companies. 
No indicators of the quality of service are included! 

Data were- collected by telephone inteviews and in«person 
interviews with insura^nce agents. A notable feature of this 
study vUas overcoming the agents' reluctance to provide re- 
quested information by guaranteeing that premiym informa- 
'tion would be confirmed before printing. 

The document reports premium ranges for each ^company, 
rather than the actual premiums for given situations. 

Some details of the study plan are at/ailable in the ref- 
erenced document. 

The document is available from Colorado Public Interest 
Research Group, University Center, Rm. 206, University oi 
Colorado, Greeley, CO 80639, by sending 4 self-addressed, 
stamped, legal size envelope.* (DOC = 4 pp; SUP = 1 p] 

/ 

sec Buyers Guide. Richmond, Virginia: Virginia State Cor- 
poration Commission, 1974. 

This document reports a comparison of the annual pre- 
miums for one typical homeowner insurance policy in the 
'State of Virginia. Over 300 insurance companies' rates for 
^s policy are given. No indicators of,the qiiality of service 



Data were collected by examination of records" kept by 
,the Virginia State Corpora tionjDommlssion. 

The rates are reported^ for four different cities and for 
two types pf home construction (masonry and woodframe). 
The study found that for a masonry family dwelling located 
near Norfolk and valued at $40,000 the premiums for broad 
form coverage with $50 deductible ranged from $90 to $143, 
a difference of 59 percent. 

Details of the study plan are available as supplen^^ental 
materials^ A 1980 Virgmia Homeowners Insurance Consumers 
Guide is also available. It simplifies the rate figures ^nd 
offers more consumer information. 

. The document and supplemental materials are available 
from CERN.* The 1980 Guide is available free from the 
Virginia State Corporation Commission, t)ept. of Insurance, 
P.O. Box 1157,- Richmond, VA 23209. [DOC = 37 pp; 
SUP = 52 pp; 1980 Guide = 32 pp] 



Seliger, Susan. It's Not Easy Buying Hqmeowners In- 
surance. Washingtoniaii 13 (August 1978):198-204. 

t 

This document reports a comparison of homeowners in* 
. surance rates for HO-2 and HO-3 policies in the Washington 
metropolitan area. No irtdicators of the quality of service 
are included. ^ 

Data were collected by telephone interviews and in-person 
inteviews with insurance companies. Companies were given 
a hypothetical situation on which to quote a premium. 

The study- found that in Maryland the rates for an HO- 
2 policy on a $50,000 brick house ($25,000 liability, $500 
medical, and $100 deductible) differed by as much as 62 
percent, ranging from $91 to $147. In Virginia the rates 
for an. HO-2 policy on a $67,000 brick house ($25,000 
liamiity and $100 deductible), ranged from $125 to $200, 
a difference of 60 percent. 

* The ^locument offers information on how to assess the 
value pf a home, how to choose the best policy, and ho\^ 
claims adjusters determine the amount paid to homeowners' 
-after there has been damage. ^ • 
,y Detaila of the study plan and copies of the major data 
• collection instruments are not available* in the referenced 
document nor.aS supplemental materials. 

The document is available from Washingtonian, Back Issues 
Dept., 1828 L St. NW, Washington, D.C. 20036, for $%.05 
(prepay).* [DOC = 7 pp] 



The Sentry Insurance NatioiiaK)pinion Study: A Survey 
Of Consumer Attitudes In The U.S. Towards Auto And 
Homeowners Insurance. Stevens Point, Wisconsin: Sentry 
Insurance, 1974. • 

This document contains data concerning public attitudes 
on automobile and homeowners insurance. Face-to-face in* 
terviews were conducted with 2,462 people, randomly ,sam« 
pled to represent the ^dult population in the. United St ates. 
Some subjects on which the respondents were asked to com- 
ment include: insurance agents, fairness of coverage, ex- 
clusions in policies, the handling of claims, premiums, policy, 
cancellations, and the amount and effect of government reg- 
ulation and indu'stty innovation. 

The document Js available from CERN.* [DOC = 88 pp 
(4-18)] / ' 
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A Shopper's Guide To Homeowners Insurance. Trenton, 
NJ: New Jersey Insurance Department, 1978. 

This document contains a fairly detailed discussion of home* 
-owners insurance for owners and renters in New Jersey, 
It discusses different types of homeowners insurance, policy 
coverage on things • other lhan the horne, additions or en- 
dorsements to homeowners and tenants insurance policies, 
and conditions that mai^e some homeowners haye difficulty 
getting homeowners insurance. An explanation of mobile home 
insurance is also included. 

^The document' is available from the New Jersey Insurance 
Dept., 201 E. State Street, Trenton, NJ 08625, for $.45.' 
(DOC = 29 pp] 
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The American Lawyer: How To Choose And Use One. 

' Chicago: American Bar Associatidrt, 1978. 

This document suggests things that an individual s\pu\d 
learn about several lawyers before selecting one. It discusses 
the different kindS%(j^ ^rvices provided by lawyers, some 
ways 'to judge, the quality of the service, and how to maite 
meaningful price comparisons. It suggests that the quality 
of service be assessed by several indicators, inclu$ling rec* 
ommendations from persons with similar legal problems; re* 
^"N^ferrals from^ consumer groups, public interest oj^ganizations, -» 
or other associations; practitioners* continuing legal education, ^ 
a^d type of experience the practitioner has had with the • 
particular legal problem. 

The document includes such information as: what can be 
expected of lawyers, when to use a lawyer, what lawyers 
charge, and how to deal with lawyers. 

The document is available from the American Bar As- 
sociation, 1155 E. 60th St., Chicago, IL 60637, for $2.00/ 
{DOC = 43 pp.] 



- Denenberg, Herbert.j,A Shopper's Guid ebook (Cha p. 13- 
Lawyers). Walshington, D.C.: Consurper News, Inc., 1974. 

This document suggests things *th^t an iridividual should 
.learn about several lawyers'before selecting one. It discusses 
the different i^inds services prpvided by lawyers, some 
ways to judge the quality of the service, and how to mal<e 
meaningful price (t>mparisons. It suggests that the quality 
of service be assessed b^ several measures, including clientele 
and history of the lawyer, experience of the lawyer with 
given types of cases, ability to explain a case, amount of 
^r«onal attention the lawyer will provide, and ability to 



The article also discusses such topics as: when is a lawyer 
needed, the different i^inds of lawyers, where to find a lawyer, 
how to communicate with a lawyer, and what to do if dis- 
satisfied with a lawyer. 
' The .document is available from 6eRN/ [DOC = 7 pp] 



.Tde District of Columbia Bar Lawyer Directory S979- 

80. Washington D.C.: The District of Columbia Bar, 1979. 

This document is a directory of some lawyers in Washington 
D.C. For each lawyer, it reports the different i^inds of Services 
provided and some fee information, but no indicators of the 
quality of the s^vice. The directory lists lawyers in 18 areas 
of legal practice. Information is provided on each lawyer's 
type of practice, fee for initial consultation (and sometimes 
other fees), languages spoi^eri, schooling. Bar admission, etc. 

Data were collected by questionnaires mailed to -19,000 
active Bar members. Members voluntarily filled out the fo/ms, 
but had to pay a fee to be listed in the directory. About 
13Q0 responded to the questionnaire, but only 300 paid # 
the fee and ^ are listed. The information w^3 not verified , 
by the Bar, but the lawyers are personally responsible for 
inaccurate information arrd could receive disciplinairy action 
by the Bar for misrepresentations. 

The directory indicates that the initial consultation f^e 
for a general practice lawyer varied from nothing to $75.00 ' 
per hour in 1979. 

Details of the study plan and ^co^es of the major data 
collection instruments are available as supplemental materials! 

The document and supplemental 'materials are available . 
from the D.C. Bar Association, 1426 H St. NW, Suite 840, 
Washington, D.C. 20005, for $10.00 ($2.00 for D.C. residents) 
and free, respectively.* [DOC = 197, PP (1-6); SUP = 6 pp] 



Pinding And Hiring A Lawyer, Washington D.C: The , 
District of Columbia Bar, 1978. 

This document suggests things that an individual should 
learn about several lawyers before* selecting one. It discusses 
the different kinds of services provided by lawyers, some 
ways to judge the quality of the service, s^nd how to maice 
meaningful price comparisons. 

It suggests that the quality of service be assessed by , 
several indicators during a preliminary consulta^tion. These 
include: whether the lawyer communicates effectively with 
you, has had enough experience on your type of cafise, and 
gives clear explanations on how she or he will let you l<now 
the progress of the case. 

Information is .provided on such areas as assembling a 
list of lawyers, worl<ing with a lawyer,, paying for a lawyer, 
and mal<ing various l<inds of agreementd^ with lawyers. A 
^^sample.client /lawyer agreement and telephone listing of legal 
' s€ftrvices in the D.C. area is included. 

The document is avs^ilable free from the D.C. Bar As^ 
sociation Publications, 1426 H St., NW, Suite 840, Wash- , 
ington, D.C. 20005. [DOC = 28 pp] 
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Five Plans Of Prepaid Legal Services with Free Choice 
of Lawyer. Chicago: American Bar Association 1973. 

The document contains examples of five prepaid open 
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panel legal plans that allojv the choice of the' attorney to 
be made by^a member of the plan. For each plan the document 
reports the groups sei'ved, benefits offered, exclusions, actual 
co§ts, and additional comments. 

The* document is available from the American Bar As* 
sociation, 1155 E. 60th' St., Chicago, IL 60637, for $2.50.* 
(DOC = 16 pp] 



How To Choose A Lawyer (And What To Do Then). 

Consumer Reports 42, (May 1977):284.290. 

This document suggests several things an individual should 
learn about lawyers before selecting one. It discusses some 
ways to judge tha quality of the service and how to make 
meaningful price comparisons. 

It suggests that the. quality of service be assessed by 
several indicators^ including education, background, and spe- 
ciality (de^ibed in the Martindale Hubbel Uaw Dictionary); 
recommendations of nonlawyers whose professions bring them 
into contact with lawyers having the needed speciality (e.g. 
accountants or bankers if business law advice is needed, 
or marital counselors if div^rt;€ law expertise is needed); 
referrals from law school faculty who-ieach the needed spe-' 
ciality; and suggestions of friends who have had similar legal 
problems. Once a pool of likely lawyers is complied, the 
article suggests you ask each several Questions before selecting 
one. 

therfe. also is discussion about group legal-service plans, 
legal clinics, and .various fee schedules. A sample agreement 
between a lawyer and client is offered. 

The document is available from Consumer Unior], Readers 
Service, 256 Washington St., Mt. Vernon, NY 10550, for 
approx. $1.25.* [DOC = 7 pp] 



How To Complain About Your Lawyer; NYPIRG Wise- 
guide ^6. New York. New York Public Interest Research 
Group, 1976: ^ ' ' . 

The document explains the step-by-step procedure for ef- 
fectively complaining about a lawyer. It outlines when and 
how to file a complaint with the Grievance .Committee of 
the Bar Association, what .happens at a hearing of the Griev- 
ance Committee, and wheVe to locate the various Grievance 
Committees in the New York State area. Some background 
is provjded about how lawyers are regulated and the standards 
that apply to their conduct. 

The document is available from New York Pu])lic Interest 
Research Group,, 5 Beekman St., New York, NYU0038, 
for $.55.* (DOC = 6 ppl ^ 

Lancaster, Hal. If Your Legal Problell^^^teJCdmplex, 
'a Clinic May^Not Be The Answer. The Wall Street Journal 
(31 July 1980). • ^ ^ \ 

This document reports" an innovayH^ comparison of mgal 
chnits and lawyfirms in Southern California. Fo/ each^inic 
or firm, it repol^gthe different kinds of services pxirfvided 
during* an initial ana/or folloW-up consultation on § mortgage 
contract, some indicators of the quality of service, and soffee 
feel The quality of servtee was assessed by several measures 
including ability to lofjate errors in a proposed sales contract, 
lability to communicate' to the client how to resolve problems 
in the contract, and knowledge of real estate law. 
^ Jata were collected by trial tests of the services. The 



reporter poseti as a client who needed legal advice on a 
sales contract for a house. Eight clinics or firms were contacted 
and their advice was recorded. A transcript of the meeting 
with each clinic and firm was reviewed and graded on accuracy 
of advice by a QfOUp (5f*"^;pecialfst$ in real estate law. 

The 3tudy^ found that none of the attorneys found all 
the defects in the sample sales contract, and legal clinics 
did not provide as high quality legal advice as did the law 
firms. 

Details of the study 'p#b and copies of 'the major data 
collection instruments are 'not available Mn the referenced 
document nor as supplemental materials. 
% The jlocument is available from the Wall Street Journal,* 
Library, 22 Cortlandt St.,^New .York, NY 10007, for $1.00.* 
(DOC = 2 pp] ^ _J . . 

" ' ' / 

Maddi, Dorothy Linder. Trial Advocacy Coini>etence: The 
Judicial Perspective. American Bar Foundation Research 
Journal (1978):105'151. 

This document i;eports a major^assessment of trial lawyers* 
competence as evaluated by state and federal judges through- 
out the nation. State and federal judges were asked to com- 
ment on plaintiff and defendant^^ttprneys' competence in 
Ahe courtroom. The judges were asked such questions ^s 
the percentage of minimally co'rApetent trial lawyers, whether 
, . the lawyers have become more or less competent over the 
years, what factors contribute to incompetence, and y^hat ; 
methods might be Institufed t,p insure competence by trial 
lawyers. 

The American Bar Foundation collected the data by.qOes- 
tionnaires mailed to most state and federal judges in the 
United States; a follow-up letter was sent to all judges whb 
di^ not respond within two mt)nths. Twenty-six percent ul- 
'timately responded. 

The study found that judges, on the average, considered 
about 28 percent of the trial attorneys to be incompetent. 
Plaintiff attorneys were rated slightly lower in competence 
than defendant attorneys.. _ ' ' 

Details of the. study plan, and copies of the major data 
collection instruments are not ava^able in the referepced 
document nor as ^^supplemental materials. For more infor- 
mation, refer to Dorothy^ Lirider^ Maddi*s "Judges* Views 
Of Lawyers In Their Courts.'* American Bar Foundation Re * 
^search Journal 3 (Summer 1979):j589'696. 

The documeiht is* available* frbm the American Bar Foun- 
dation Research Journed Publicatfcns, 1155 E. 60th St: Chi« 
cago, ]L 60637, for $3.50. The **Judges Views" article is 
available from the same source for $3.50.* [DOC =.47 pp; 
"Judges** = 10 pp] 

' , Neimark, Paul. How To Choose The Right Lawyer For ' 

You. Consumers Digest 13, (November/December 1974): 
25-27. 

This document suggests several things that an individual 
should learn about lawyers before selecting one. It discusses 
some ways to judge the quality of the service and some 
instances where lower fees do not- necessarily mean lower 
Quality service. It suggests that quality of service be assessed 
by several indicators, including membership in the "bar** 
(there are a few quacks"who have never attended law school 
ner passed the bar exam), recommendations of friends (but 
carefully ask them for the basis oftheir opinion), and whether 
the laWyer specializes in an appropriate area of law. 
'A brief discussion explains why and*hoi^ to sue a lawyer 



if a consumer is dissatisfie'd. Tips are offered on how to 
save nxoney on legal services. 

The document is available from CERN.* [DOC = 3 pp] 



Paying L«» For A Lawyer. Consumer Reports 44, (§fp-./ 
tember 1979);522'527: X 

This document contains a general discussion about the. 
nature of services provided by alternative legal services, 
such as legal clinics and prepaid legal plans. ^ - 

Legal clinics are described as high-volume, high efficiency 
law firms that keep costs low through standardization of 
procedures and use of paralegal staff. Information on how 
to choose a clinic, a sample fee schedule, and^a listing of 
legal clinics in the United States (from the National Resource 
Center for Consumers of Legal Services) are'providcd. Prepaid 
legal plans are described briefly and examples of organizations 
that sp(visor this 4ype of service are given. _ 

The document is available from Consumers Union, Readers 
Service, 256 Washington St., Mt. Vernon, NY 10550, for 
approx. $1.25.* [DOC = 6 pp] 



* Quint, Barlsara. The Mysterious Case Of Lawyers' Fees. 

^ MONEY 3 (May 1974):45-49. ^ 

^ The document reports a national 'assessment of lawyers' fees. 
Fees for ten legal procedure^ are provided foF four regions 
of the countryT^Vithin ,e^ch region, fee mformation is> cat- ; 
'egorized into the foUbWih^ -groups: a larg^^ firm"" in a city,, 
a^fe-persdn practice m'^cfty/a- ^rrp |^ a suburb, and 
a firm in a small t^rt«^Data wSre coi^tcd-by interviews 
conducted by Money corjespondentsAvith VepresentS^ve laU?- 
yers from eath situat|ofiindicated (approximately I6 la'i^rs 
were interviewed). \ ^^^^ f,*.^^ c jc. 

There is a discussion of the difficulty iiPobtaininginforrj^tion V 
on lawyers* fees and of how fees generally are'd&t^rmii^ed. ''^^ 
The author suggests fees are. based on a corTl^>ricatea and / 
often subjective set of factors including the time the laW5fer,% 
spends on a case, the Amount of money the customer stands 
to g?iin or not lose if the case Is won for him^sor her, the ^ 
client*s financial^stat^, and the results attained. »^ 



The document , is available from the National Resource 
Center fot Consumer^ of-Legal Services, 1302.18th St. NW, 
Washington, D.C. 2003.6, foj $4.00^ (plus postage).' [DOC 
= 34 pp] ' ■ . 
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Details of\ the' study plan and* copies of the major data 
•collection^ irislruments are not available irv the referenced^ 
document or as supplemental materials. 

The document is available from MONEY Business -Office,* - 
Time and Life Bldg.*, Rockefeller Center, New York, NY 
. .10020, for $.75/ [DOC = 5 pp] - " * ^ • 

Rosenthal,^ Douglas, E. Evaluating the Competence Of 

Lawyers* The Role Of Research /n The De/iucry Of Legal 
Services. Washington, D.C: The Resource Center For Con-- 
sum^^s Of Legal Services, .1976 (109«142). 

T)his document describes several possible ways Qf evaluating 
the/ competence of lawyers. These include consideration of 
a pwyer's status in the legal community, history of success 
in/ contested actions, and actual observed work with clients. 
The dpcument suggests the first way might not be valid, 
* » and indicates the second and third v^ys have been used 
only in a very few studies. 

The document discusses other writings about ihe evaluation 
of lawyers* competence, indicates the problems preventing 
thorough performance evaluation of lawyers, and proposes 
some research t^ks to improve the methodology {or objective 
lations of lawyers. 
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Abdellah, Faye G. and Chow, Rita K.. L<mgj|rerm Care 
Facility tmproyement — A Nationwide Research Effort. 

The Jo\xrr m\Of V fyr\q Term Care Admmistratior} (Winter 1976): 
5-19.^ 

. The dacument reports a major assessment of the overall 
service provided by nursing homes throughout the United 
States.' It reports the different kinds of services provided, 

'and some indicators of the quality of the service. The quality 
of service .was assessed in several ways, including how well 
the nursing home met- the requirements of the 1967 L^ife 
Safety Code published by the National Fire Protection As- 
sociation, the extent and t^pe of training provideti to nursing 
home personnel, and the physical condition of the patients. 
i> Data \V€T^collected by inspection visits. Fifteen teanip 

j)0?^ep^u^me;it of +Iealth, Education, and Welfare employees 
and Oo^unteiers i^pected 288 homes. The teams consisted 
of medic^ personn^el, nutritionists, fire safety engineers, and 
soc\d\ workers. Five survey instruments were used to collect . 
dj^a: aajdentifying form, a fina'ncial form, a fire safety 

"fpfm,* a'facilitS'lo^m, and a patient form. 

The -<locC!i^enl j^ffers an overview and summary of the , 
^m^joirtindijigs. <^ . 

^^jstails of 'the 'stiidy plan and copies of the major data 
co!lectioi^Strumenis are available in the reference docutnent 

' and as^si^piemcntaL material in Long Term Care facilify 
Irr^r&^m}f2t Stu(^: Mroductory Report. 

fefe^'(|bcum^n|'is available freg#rom The Journal of Long 
Term^Care- Adrftini.i^tfation, American College of Nursing 

, Home Administratorw4'650 East^West Hwy., Washington, - 
D.C. 20014. 'Su%^mental materials are available from the 
Governn\ent PrinWig Office, Washington, Q,C. 20402, 'for 
$2.15 (#f)l7-001-00397-2).* [DOC = 15 pp; SUP= 150 pp) 



A Consumer'^ /Guide To J^ursing Homes And Alter*^ 
native Care For the^CIderly And Disabled In Thfb Coun- 
ties Of Monterey, San Benito, And Santa Cruz. Salinas, 
California^: Mid-Coast Health Systems Agency, undated/ 

This •4oc^rTti^nt repdrft a comparison of nyiaing homes 
in Monterey, San Benit*, and Santa Cruz counties of California. 
For each nursing, home, it reports the different kinds of 
services provided,' some indicators/ of the quality of service, 

and. costs. * JT ' * 

The qu^rlity of service was assessed by s^er^ indicators • 
including licensurd of home, age of facility, size of facility, 
nursing hours per. patient, and total staff hours ^per patient. 



*See page 2 for further information on acquiring documents ant| 
supplemental -materials. ' ^ 



The study found that nursing hours p^r patient day ranged 
from 2.43 to 5.60. The cost per day ranged from $23.00 . 
to $61.00, a difference of '165 percent. 

Th^ document also contains Information on hou^to choose 
.a residential care facility, how to pay for nursing home care, 
and what other altemative^care" options exist for the elderly. 

. Details of the study plan and copies of the major data 
collection instruments are not available. 

The document is available from Mid-Coast Health Systems 
Agency, 3^ SalinasBt., P.a Box 1068^ Salinas, CA 93902,' 
for $1.00.* [DOC - 124 pp (Directory 1.6)] • * ^ 



Crandall, Walter H. Living In Oregon's Nursing Homes. 

Portland,' Oregon: Oregon Public Interest Research Group 
'and Gray "Panthers of Portland Nursing Horhe Task Force, 
1978. 

This document suggests things- that an^ individual should^ 
learn about several nursing homes before selecting one. It 
discusses the different kinds of services provided by nursing 
homes, ways to judge the quality of the service, and the 
mechanisms that exist to solve nursing home problems. 

It suggests that the quality of service be assessed by 
several indicators including inspection reports by the Social 
Security Administration and state health department; rec- 
omqjendations from home residents, physidans, and clergyj 
safety, cleanliness, and orderliness of the" facilities; and extent 
of available medical and nursing services. 

The document presents ar)^ extensive amount of'TiT'aterial 
in a easy-to-read format. It includes a patients' bill of rights, 
si^ggestipns on resolving domplaints against "nursing homes, 
and a list of agencies that deal with nursing home materials. 

The document is available from Oregon Public Interest 
Research Group, Portland State University, Box 751, Port- 
^ lafid, OR 97205, for $5,00.* [DOC = 78 pp (1-14, 60 66)] 

Durman, Eugene C; Dunlop, Burton D.; Rogers, Cheryl; * 
andl^urt, Gerafdine. Volunteers. In Social ^rvices; Con- 
sumer Assessment Of Nursing Homes. Washington, D.C.: 
Urban Institute, 1979. 

This document describes how several voluntary organi- 
zations did a comparison of the overall services provided 
by nursing homes in various geographical areas. It tells how 
they collected information on the different kinds of services 
provided, on several indicators of the quality of service, 
and on fees. The indicators of quality included staffing ratios, 
medical care, educational programs, entertainment activities, 
and facility characteristics. 

The document discusses the use of in-person interviews 
^with administrators^'^and inspection of facilities by researchers. 
The document describes hoW the projects operated, problems 
encountered by the groups, and the impact of the project 
on prospective nursing home residents anci others. 

Cojprtes of the data collection instruments that can be used 
for such a study are included In the referenced document. 

The document is available from the Urban Institute Press, 
2100 M St. N.W., Washington, D.C. 20037, for $8.85.' 
tDOC '= 1^6 pp (144, 163-183)] 

*f - 
How To Choose A Nursing Home, A Shopping And 
R«tin9> Guide* Detroit, Michigai/r, Citizens for Better £are, 
1980. . . , 

^ "^is document describes how to' do a comparison of nursing 
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homes. It suggests collecting Irtfornwition on the different, 
kinds kA serviees provided, several Indicators of the quality 
of service, and costs. The indicators of quality include licensure 
• of the nursing home, employee attitudes, facility character- 
istics, availability o1 ipedical care, and the quality of the 
meals. • 

The document discusses the use of interviews with persons 
knowledgeable about the community and nursing|fibmes, in- 
spection visits to the homes, and examination^ of nursing 
home inspo^tion records kept by the Michigan Department 
of Public Health. 

In a concise manner, the document discusses important 
'areas erf concern when selecting a nursing home. It also 
' defines lyme frequently used terms. 

Copies of data collection instruments that can be used 
for such a study are incl&ded in the ref^nced document. 

The docufient is available from Citizens for Better Care, 
163 Mtadison, Detroit, MI 48226, for $2.00/ [DOC = 17 
pp] 

Kane, Robert L.; Olsen, Donna M.; Thetford, Constance; 
and Brynes, Nano. The Use Of Utilization^Review Records 
As A Source Qf Data On Nursing Home Care, hmencan 
" 3ournQ\ Of Public, Health 66 (August 1976):778-782. 

This document reports a, major assessment of the overall 
service provided by nursing homes in Utah. It reports Ipn 
some indicators of the quality of the service, such as changes 
in behavioral characteristics of patients, number and type 
of medications ordered for patients, and the activities available 
to patients. 

Data were collected ^y'examination of Utilization R^yiew 
re<;ords ^ept by the Utah State Division of Health for a 
thre^year period. The Utilization Review program is a national 
program that reviews patierit^ on Medicaid yearly. 

Some details of the study plan are available in the ref- 
erenced document. The document is available free from Dr. 
Robert Kane, Rand Corporation, 1700 Main St., Santa Monica, 
CA 90406/ [DOC = 5 pp) 

Linn, Margaret W. A Nursing ^ome Rating ScdAe>Oeriatrics 
21 (October 1966): 188-192.' 

This document reports a comparison of nursing homes 
in the Miami, Florida , area.- Fifty-six nursing homes were 
randomly selected and assessed with a rating scale during 
an inspection visit. The ratjpg^ scale included items such as: 
number of nurses, volunteers, and beds; staff to patient ratio; 
extent of medical services available; accreditation by National 
Council of ANHA or the American Hospital Association; 
and the facility characteristics. • ^ 

The study fo3frid the overSlI scoreS'of nursing homes ranged 
' from a low of six to a high of 73. Costs varied from $180 
• to $600 per month. Costs did not always rise in direct relation 
to staffing or services provided. 

Some details of the study plan and a copy of the rating 
scale are included in the referenced document. 

The document is available from CERN.* [DOC f= 5 pp] 



Linn, Margaret W., Gurel, Lee, and Linn, Bernard S. Patient 
Outcome As A Measure Of Quality Of Nursing Home 
Care, American Journal of Public-Health 67 (April 1977); 
337-344 

This document repoftS'an innovative study of the quality^ 
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o? services provided by nursing homes. The quality of service^ 
was assessed by \yhether the condition of male patients trans- 
fered from ^n^ral/medlcal hospitals to nursing homes, im- 
proved, st.ayed the same,.or declined over a six month period 
following the transfer. ' 

Data were collected on 1000 males who were transferred 
to 40 community nursing homes. When the patients left 

- the hospital, a physician predicted the outcome of the patient 
within six months. Patients were re-examined" in six months 
tp determine their physical functioning. Nursing homes were 

^4nsp€|cted' to assess several aspects of their services and 
operations; Some of these data were coded on a nursing 

^home rating scale (refer to: Linn, Margaret "A Nursing 
Home Rating Scale,*' under this^ection of the bibliography). 

The study found that homes with higher RN- hours per 
patient, better ratings on meal services, better medical record 
keeping, and higher professional staff-to-patient ratios, had 
patients who improved the most. 

Details of the study plan are not available in the referenced 
document. One data collection instrument is available in the 
**Nursing Home Rating Scale** article. 

The document is available free 'from. Margaret Linn, Di- 
rector;of Social Science Research,. V.eterans Administration, 
1201 NW 16th St., Miami, FL 33lSS,* [DOC ^ 8 pp] 



Long-Tenn Care Directory^Metropolitan Washington 

Area. Washington, D.C.: Nursing Home Information Service, 
National Council of Senior Citizens, National Senior Citizens 
^ Education and Research Cehter, Inc., 1979. ^ 

This document reports an extensive comparison of nursing 
honfts and alternative services for nursing care in the Wash- 
itigton metropolitan area. For each nursing home^it reports 
the different kinds of services provided, some indicators of 
the quality of service, and costs. The quality of service was 
assessed by licensure of* the home and certification of home 
'Jot Medicare or Medicaid reimbursement. 
^""B^ta were collected by questionnaires mailed to nursing 
homes and examination of records kept by state and federal 
nursing home licensing and inspection agencies. All information 
was verified with the nursing homes by pending a summary 
of the report to each home. 

^ The study found that prices differed by as much as 374 
percent, with rates ranging from$19/day to $90/day. Part 
of the variation is according to the^egriourtt of care provided. 

The document contains a listing of nursing-home alter- 
nativ'es, such as geriatric day care centers, home health 
care services, homemaker services, Meals-On-Wt^eels, res- 
idential care, geriatric assessment services, and hospice care. 
A glossary of- nursing home terms is included. 

Details of the study plan and copies of the major data 
collection instruments Ste available as supplemental materials 
in the Lons Term Care Directory How^To Guide. 
JXhe document and supplemental materials are available 
from**Nursing Hoipe Information Service, 1511 K, St. NW, 
Washington, D.C. 20005 for $2.50 and $2.00,' respectively.* 
(DOC = 65 pp (5-10, 57); SUP = 45pp] 



Nnrsliis Homes And Alternatives^ Washington Consumers' 
CHECKBOqK. no, 1 (Winter 1976):8M03. 

This document reports a comparison of nursing • homes 
in the Washington D.C. area.. For each nursing home, it 
reoorts the different kinds of services provided, several in- 
9^"tors of the quality of service, and costs. The quality 
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of service was assessed by several measures including various 
characteristics of the staff, opinions of surveyed clergy mem- 
bers who frequently visit. nursing homes, and the number 
of deficleocies on the most recent Medicare survey. 

. Data were collected from surveys of nursing homes con- 
ducted by the Health- Information' System of the Metro{)olitan 
Washington Council of Governments, from surveys conducted 
by the National Council o£^«ftk)r Citizens, from Medicare^ 
inspection reports, from reports submitted by the nursing* 
homes to Medicare as a basis for cost reimbursement, and 
by questionnaires mailed to Cfergypeople. 

The study found that the clergy members' rating of staff 
attitudes ranged from 32 to 92; prices differed by as 4nuch 
as 42 percent. 

Details ofjkte study plan <> and copies of the major data 
collection instruments are available in the referen^d doc- 
ument and as supplemental materials. 

The document and supplemental materials are available 
from CERN.* [DOC = 23 pp; SUP = 2 pp] 



Project To Develop Methods For Low Cost Consuiper* 
Oriented Nursing Home Assessments. Washington Center 
for the Study of Services. Proposal submitted to Health Care 
Financing Administration. Washington, D.C, 1980. . 

This document describes a proposed project to develop - 
* methods for low-cost consumer-oriented nursing home as- 
sessments. It suggests collecting information ^n the different 
kinds of services provided, several indicators .of the quality 
of service, and costs. 

The proposed sources of information are telephone in- 
terviews with relatives of current or former nursing home 
residents, hospital discharge planners, public and private 
*agency social workers who assist in nursing home placements, 
and members of the clergy who regularly visit nursing homes. 
Visits to the nursing homes are al$o to be used to collect 
information. The document ^outlines how sample's of each 
•group of interviewees will *be idelTtifiedybut it does not state 
the specific questions* to be asked of each group. 

A notable feature of the proposed method is cross-checking 
^the views of three, diffScent groups of interviewees against, 
^ each*other and against data collected by visits to* the homes. 
Copies of data collection instruments th^t can be used 
for such a ^udy are not available in the referenced document 
nor as^ supplemental materials.^ 

The document is available from CERN.* [DOC = 38 pp] 



Public Health Service, Health Resources Administration, Bu- 
reau of Health Manpower, Division of Nursing. A Meth* 
odology For Monitoring Qua^^ Of Nursing Care. Wash- 
ington, D.C: Government Printing. Offiftf, 1975. . 

This document, describes how to do a comparison of long 
term medical care facilities. It tells Jioav to collect information 
on the different kinds' of services provided, and several in- 
' dicators of the quality *orservice. The indicators of quality 
- include impressions of the investigators based »onv visits to 
the nursing homes. 

The document Jricludes explorations of how to develop . 
' various' indexes, scales, and scores Jor data interpretation. 
' Copies of data collection instruments that can, be used* 



'See page 2 for further information on acquiring documents and 
supplemental materials. 
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for such a study are included in the referenced document. 

The document is available from Government Prfnting Office. 
Washinatbn, D.C. 20402 for $2.30 (#O17.041.00095.95r 
(DOC =164 pp (114)) . J 

U.S. Department of Health, Education, and Welfare, ^Health 
Care Financing Admtoistration, Health Standards and Quality 
\ Bureau. How To Select A Nursing Home. Washington, 
D.C: Governnjpnt Printing Office, 1978. 

This document suggests thtrrgs that an individual V^hould 
learn about several nursing homes before selecting one. It 
discusses the different kinds of seryices provided by nursing 
homes, some ways to judge the quality of the service, and 
how-to make meaningful price compartsons. It suggests that 
th^ quality of servke be assessed by several indicators, in- 
cluding, licenTure of the nursing home; availability of special 
services (such as rehabilitation therapy' or therapeutic diet); 
atmosphere of facilities; attitude df staff; recommendations 
from patients and volunteers; and nurse and physician staffing. 

The document provides a very comprehensive checklist ' 
of important points to consider when selecting a nursing 
home. It also discusses how44edicare and Medicaid pertain 
to nursing homes, how nursing homes are managed and 
regulated, what rights patients have; and how to go about 
c.hoosing a nursing home. ^ 

The document is available from the Government Print- 
ing Office, Washington, D.C. 20402, ifr $1.00 (#017-022- 
00502.6).* (DOC ^ 57 pp (28-52)] 
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An Analysis Of Cost And Advertising Of Opthalmic 
Goods In X^olorado. Boulder, Colorado: Colorado Public 
Interest* Research Groujt, undated. 

This docunnent reports a major comparison of opticians 
and optometrists in the cities of Denver, Boulder, Colorado 
Springs, and -Fort Collins. For each distrtbuW of eyewear, 
it reporjs the different kinds of services provided and^ prices 
for a pair of prescription eyeglasses, but no indicators sof 
the quality of the service. 

Dala^ere collected b^i researchers posing as customers 
interested |n knowing the price for a specific irame with 
prescription lenses. Every retail -Aotical outlet in the cities 
was included in the 1977 opticlan^siirvey; only half of the 
optometrists in one city were contacted. After each visit, 
the^researcher filled out a questionnaire conceming services 
offered by the store. ' , \ * 

The study found that for opticians the prices of the pre- 
scription eyeglasses with plastic frames ranged from $45.20 
to$98r0ft, a difference^ of 1^7 percent. For optometrtsts 
the prices of frames alone ranged from $13.00 to $32.00, 
.a 146 percent difference.^ 

A large portion of th^ocument is devoted to examining 
state and federal ' laws* regulating sales and advertising of 
opthalmic goods in 1977. 

Details of the study plan and copies of the 'major data 
collection instruments^ are included in the referenced doc- 
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The .document is available from CERN.' [DOC = 67 pp 
(16-28, 53-57) ] • . > . 



Bedford, Chris. EyegUsMs. 'IVoshingtonian 7 (November 
1971j:83-85, 124. r 

This document reports a comparison of opticians* and op- 
tometrist^ in Washington, D.C. For eac^ of 21 opticians and 
• optometrists^ it reports Vices for eyegla$ses. Six optometrists' 
quality of service was also assessed by trial test's of their 
sejr.vices^o see if eachywould prescribe glasses to the author^ 
.even tfiough he had near-perfect vision. 

PricK^at^^were collected by in -store inte*rviews with per- 
sonnel to^^etermine the price of one specific metal, frannfe 
and prescription lens. 

The study found thjit prices for metal-rimmed frames and , 
standard single vision prescription lenses differed by as much 
as 116 percent. The lens alone varied in price by as much 
as 157 percent. The study also tested^ optometrists' inclination 
to prescribe unneeded glasses. The author, with near perfect 
vision and not needing glasses (as judged by two optha- 
mologists) had eye exams by six different optometrists. Two 
of the six prescribed eyeglasses. 

The document distingJishes the different ^rvices and edu- 
cational backgrounds of each of the three types of eye spe- 
cialists: optometrists, opticians, and opthamologists. Defini- 
tions are provided on how t6 read an eyeglass prescription 
as well as how to tell a thorough eyeglass examination from 
a superficial one. <• 

Details of the study plan and copies of the major data 
collection instruments .are not available in the referenced 
document nor as supplehiental materials. 

The document is available from IVo^iuo^onlan, Back Jssues 
Dept. 1828 L St. NW, Rm 200, Washington, D.C. i0036, 
for $.60.*iDOC=4 pp] 



For Eyes. For Buying Eyewear. Greeley, CO: Colorado 
Public Interest Research Group, undated. 

This document reports a comparison of optometrists and 
opticians in Greeley, Colorado. For each oj the 12 opticians 
and optometrists, it reports price^s for both eyeglasses and 
contact lenses, but no indicators of the quality of the service. 

Data were collected during visits by researchers posing 
as customers. Each, researcher used the same size, type, 
and brand of frame 'at each location, as well as th^ same 
'prescription. A^second visit was made to the same stores 
and offices two months.. later' by researchers who revealed 
their CoPIRG identity and asked fcrtr price informatiwi on 
a pair of glasses. 

Most of this document is devoted to consumer information 
on how to select a high quality pair of frames and*contaj:t 
lensjes. Suggestions are offered on what to expect from optical 
disj^ensers when shopping for eyewear. 

Details of the ^study plan and copies of the majpr data*^ 
collection instrigients are not available in the referenced" 
document nor as-supplemental materials. 

The document is available frorri Colorado Public Interest 
Research Group, University Center, Rm. 206, Univ. of Colo- 
rado, Greeley, CO 80639, by sending a self-addressed^ 
stamped, legal size envelope.* [DOC = 34 pp] ^ * 



How To Buy Eyeglasses. Consumer Reports 42 (November 
1977):642-649. , • - 
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ThiS document suggests several things that an individual 
should learn about eyeglass -dispensers before selecting on^^ 
It discusses the different kinds of services provided by op- 
t4Cians. optometrists, and ophthamologists, and some ways 
to judge athe qirality of the service of these professionals. 

it suggests that the quality of service be assessed by 
the thoroughness of the eye ^examination (the appropriate 
tests depend on the patient's ageO^ and whether the eye 
examiner will give the patient a copj/ of his or her prescription 
at no extra charge if he or she ^wishes to have it filled 
elsewhere ^ • * 

The article is divided into two parts. The first describes 
the eye and* its diseases and the second foci^s' on the 
professionals and their 'products. * 

The docurrtent rs available from Consumers Union, Readers 
oervice. 251 Washington St , "Mt Vernon. NY 10550, for 
approx $1 25* [DOC = 8 pp] 



A|i Insightful Buy^: A Consumer Guide To EyeglaA 
Prices. Durham, North Carolina North Carolina Public In- 
terest Research Group, undated. 

:Thi5 document reports a co[nparison of .eyeglass prices 
at six optometrists' and opticians' offices in Burlington and 
(Graham. North Carolina Data were collected by telephone 

/ifljerviews with the 'opticians and optometrists Price infor- 
nmation was gathered for two pairs of eyeglasses, using exactly 
the same prescription and frame data at each location. 

The study found that for plastic lenses ih metal rims (with 
a prescription of -7 25 m the right eye and -7.75 in' the 
left eye) pnces differed by as much as 79 percent with 
a range frorri $42 to $75. The document provides information 
on factors that affect the price of eyeglasses, rights of eyeglass 
consumers, and tips on pricing eyeglasses 

Details of the study plan and copies of the major data 
collection instruments are not available in the referenced 
document nor as supplemental materials 

— - The document is available from North Carolina Public 
Interest Research Group,^Box 2901, lOfiVz 9th St., Durham, 
NC 27705. for $ 25 • [DOC =r 8 pp] . 



Levin, Adam. K. Testimony On His Eyecare/Wear Price- 
Quality Survey Before The Federid Trade Commission 
At Its Hearing Dn Ophthalmic Advertising. New York 
(19' July 1976)(Mimeographed). 

The document reports a 'major assessment of the quality 
of service and prices for eyeglasses provided by opticians 
and optometrists in five counties in New Jersey. 

The quality of service was assessed by -having experts 
judge the accuracy of the eyewear purchased by the authqr 
from 22 opticians and 22 optometrists. 

Data were collected by visiting each optician and optom- 
etrist Both eye exams and eyeglasses were purchased from 
optometrists. Only eyeglasses were purchased from opticians, 
but the customer had the optician test his present pair of 
glasses to deterpme the prescription. Expert^, then tested 
the purchased eyeglasses to deternr>ine the condition of the 
lenses and the precision of the prescription for the author's 
. eye§. 

The study found that there was no correlation between 
price and quality Sixty»four percent of the optometrists pre- 
scribed prescriptions substantially different from the correct 
« one» and 81 percent jdelivercid eyeglasses with the wrong 
O lary distance (P.u). Ten percent of the opticians de- 



livered glasses with an incorrect prescription, apd 71 percent 
delivered glasses with th^ wrong P.O. In addition, 75 percent 
of all glasses purchased had some defects, such as stars, 
scratches, air spaces, and pits. ^ 

i Details of the study plan are available in the referenced 
document. The document is available from CERN * [D^C = 

' 33 pp] ■ * * 



MacKintosh, Douglas, R. and Frey, Susan. The Prices of 
Prescripjiion Eyeglasses Under Advertising Restraints. 

" The Joiimql of Consumer Affairs 12 (Winter 1978):323-332. 

4 

This docttmept reports an extensive comparison of op- 
tometry outlets in New Orleans, Louisiana. For each op- 
tometry outlet, it reports some indicators of the quality of 
service and prices. ' ^ 

The quality of service was assessed by sevetal measures, 
including: exe^mination of the consumer's qld eyeglasses, a 
warranty on product loss or dajnage, the time to fill the 
; prescription, personnel cooperativeness, location accessibility, 
and sufficiency of product inventory. 

Price data were collected in interviews with optometry* 
store personnel to determine the price for three specific 
, pairs of prescription eyeglasses Three volunteers went to 
each of the same'lS^stores with djfferent eyeglass prescrip- 
tions. After each visit, (he volunteers filled ou^ a questionnaire 
rating the seven quality factors. ^ 
f^Jhe study found that for bifocal eyeglasses (Cptyl frames) * 
prices differed Ijy much as 52 percent, with a range 
from $66.35 to $101.00. The study also found that higher- 
priced stores provided no better service than medium- anH 
low-priced stores. 

The document reports arguments for and against allowing 
^ eye professionals to advertise, and offers a history of the 
litigation concerning advertising for professional organizations 
(lawyers, pharmacists, etc.) 
^ Details of the study plan and copies of the major data 
collection instruments are not available in the referenced 
* document nor as supplemental materials. 

The documelit is available from Journal of Consumer Af- 
, fairs, American^Council on Consumer Interests, 162 Stanley 
Hall, University of Missouri, Columbia, MO 65211, for $6.00' 
(plus postage).* [DOC = 6 pp] 



Quality In Eyeglasses Is An Optical Illusion. Caveat 
Emptor 8 (March 1978):35.39. 

This document provides a, brief but us'eful discussion of 
abuses that customers often encounter when dealing with 
opticians or optometrists. These include prescriptions that 
are incorrectly filled, prescriptions given to people \^\ih perfect 
ff vision, pressure selling of expensive frames, 'and wide ranges' 
of prices for similar eyewear items. 

The document includes articles on what a preper eye 
examination, should include and how to btiy the right „pair 
of glasses. ' , . 

The document is afvailable from Caveat Emptor /Consumers 
Bulletin, 17 Freeman St.,/WesfOrange, NJ 07052, for $.50.* 
imC - 5 pp] 
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*See page 2 for further tnformatton on acquinng documents and 
supplemental materials 



SchletteF, Delias Optioil Illusion, A Consumer View Of 

Eye Care. San Francisco. San Francisco Consumer Action* 
1976. • ^ • 

This document report$ an extensive comparison of op- 
ticians, optometrists^ and^phthjamalogists in Alameda County, 
California. For each eye speciejists, it reports the different 
kinds of serykes provided, some indicators of the quality 
of service, «^ prices: The quality of Service was assessed 
by the accurSkcy of the prescription for the client and the 
precision with which the eye glasd lenses matched the needed 
prescription. ^ v^*\ < 

Data were collected by several means,* including in-person 
interviews with eye doctors to determine the types of services ^ 
offered land fees, purchases of eye examinations and eye- 
glasses by a researcher posing as a customer, and tests 
of^the purchased eyeglasses by two in(i#)»<lfident testing lab- 
orjitories. ^ ^ 

None of the optometrists and^phthalmologists wrote the 
same prescription for the researcher, but the mag^tude of 
the differences v^as not considered important by an expert. 
Only one of 14 pairs of eyeglasses vyas judged by two in- 
dependent testing companies to comply fully with the Ameri- 
can National Standard Requirements or First Quality Pre- 
scription OphtHalmic Lenses (the "Z-80 Standards"). The 
prices of the eye examinations differed by as much as 180 
percent. The prices for the eyeglasses (frames and tenses) 
differed by as much as 230 percent. The study found that 
quality and ivice showed no corrjslation. 

, An extensive amount of backg;[ound inforgiation is infcluded 
in the document. Many topics are' discussed, such as the 
different ways of setting prices; regulations pertaining to 
eye we^r, and recommendations for the eye wear industry. 

Details of the study plan ane included in the referenced 
document. ^ • . 

The document is available from CERN.* [DOC = 204 pp> 
(39-56, 94^108, 163-173)]. 



Sinclair, Molly Competition Spurs Big Price Range For 

Eyeglasses: \NQshxn2ion Post (6 March 1980):B1, B3. 

This document repgrts^a comparison of six stores selling 
eyeu/ear in Washington D.C. For each store it reports prices v 
for one pair of eyeglasses, biit no indicators of th^ equality ipt 
of the service. ^ ^ 

Data were collected by the researcher who, posing a$ 
' a customer, visited the stores to learn the pjice of a pair 
of eyeglasses as similar as possible to a pair taken to the 
•store. ^ . , . . ' * , 

The study found that for the one pair of glasses with ^ 
;J)lastic frames prices ranged from $31.00 to $7^2.50, a 134 
percent difference. 

A brief discussion*is offered on why eyewear prices are ' / 
relatively low. A few abuses in the field are also discussed. 

Some details of the study plan are included in the referenced ^ - 
document. • ^ . ' 

The document, is available from CERnV {DOC = 2 pp] 



WLS-TV Eyeglass Store- Comparison. Chart developed 
'•fof Channel Eyewitness News* Report. Chicago, undated, 
(Mimeographed). 

This document reports a comparison of nine large eyeglails 
stows in*Chicago. For eacl] eyeglass store, reports some^ 
Y^"he different kinds of services* provided and prices, but 



no indicators of the quality of the service. 

Data^ were -collected by telephone interviews with store 
personnel to obitain information on a store's price, guarantee 
policy, and speed in obtaining the glasses. « 

The study found that for standard single-vision plastic lens ' 
pjices differed by as much as 95 percent, with a range 
from' $20 to $39. . ^ . 

Details of the study plan ^d copies of the major data « 
collection instruments are not available \h referencW 
document nor as supplemental materials. ^ 

The document is available from WLSTV, Attn: Karen 
K4lsh, 190 N. State St., Chicago, IL, 60601, by sending 
a self-addressed, stamped, legal size envelope.* [DOC = 1 p] 
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Household Pest Control: A Consumer's Guide To Ex- 
terminating Companies In The Washington D.C. Met- 
ropolitan Area. Washington, D.C: Public Citizen, Inc. and 
the Health Research Group, 1974. 

This document reports a major comparison of pest control 
firms in the Washington metropolitan area. For each firm, 
it reports the different kinds of services provided, indicators 
of the quality of service and prices. The quality of service 
was assessed by several indicators, incl\iding the selection 
of chemicals used; training and supervision of employees; 
length of guarantee; and response of firips whea answering ' 
consumer calls. , , 

Data were collected 'by mailed questionnaires or telephone 
• interviews^ with pest control firm managers. Information ob; 
'tain^d from phone interviews was verified by sending the 
firm a copy of the completed data collection form. 

The study found that prices differed by as much ai 360 
percent, with prices for cockroach treatment in a six room 
apartment ranging from $12.50 tq $57'.50. It also found 
that quality and prices showed little correlation. 

Sinc6 this document encourages .hiring pest control firms 
as a last resort, it outlines some methods of control that 
c^insumers can utilize. Thorough explanations of the toxicology 
of pesticides and law$ concerned with pest control are offered. 

Details of the sUidy-plan and copies of the major data 
« collection instruments ^rojavailable in the referenced doc- 
ument. 

c ^ TJhe document is available frorri the Health Research Group, 
2000 P St.' NW, Rm. 708, Wasfiington, D.C. for $4.95.* 
[DOC = 122 pp (1-6, 36-58)] 



How Tp Select And Use Pest Control Services. Vienna, 
Virginia* National. Pest Control Association, Undated. ' 

This document suggests things that an individual $hould 
learn about several pest control firms ^before selecting .one. 
It discusses. the different kinds of services provided by pest 



control firms and some ways to judge Jhe quality of the 
service. 

. It suggests that the quality of service be assessed by 
•rccdtnmendations from neighbors who have utilized these 
services, compjaints filed with local consunjer organizations, 
and whether the firm is a member of a national, state, 
or local pest control association. 

Consumer-oriented information is provided on' luch thingsir 
as warranties, contracts, and certification. 

The document is available from the National Pest Control 
Association, 8150 Leesburg Pike, Vienna'; VA 22180, by 
sending a self-addressed, stamped, legal size envelope^DOC 
= 2 pp) • ^ 



Nader,' Ralph. Termite Control: How Not To Get Ripped 

Off, Ladies Home Journal 94 (May 1977): 14. ^ 

This document suggests what an individual should learn' 
2^bout several pe?t control firms before selecting 6ne. It dis- 
cusses ways to judge the quality of the service, such ^ 
the amount of supervision by a estate certified employee; 
the amount of employee training; and the warranty program 
offered (from five yea^s to the lifetime of the house). 

Case studies illustrating some consumer rip offs are given, 
and a few tips are offered about tern^ite characteristics and 
termite control. 

The document is available from CERN.* [DOC = 1 pp] 

PMt Control Firms, Washington Consumers' CHECKBOOK 
1, no.' 4 (Winter 1977):107'128. 

This document reports a comparison of pest control firms 
in the D.C. area.^ For each firrh it reports some information 
on the kinds of services provided, indjcators of the quality 
of service, and prices. The quality ofservice was assessed 
by several indicators, ratings given by surveyed customers, 
number of complaints on file at local offices of consumer * , 
affairs and the Better Pusiness Bureau, complaint rate (num- 
ber of complaints/number of customers who rated the firm 
9n the survey of customers), percentage of employees certified / 
as structural and institutional pest control applicators, and 
•whether the firm employs a trained entomologist stationed 
within the D.C. metropolitan area. 

Data' wete collected by several -means, including mailing 
customer questionnaires to CHECKBOOK magazine and Con- 
sumer Reports subscribers' in the. Washington, D.C. area, 
mailing questionnaires to the pest control firms, and requesting 
price bids over the phone for specified services at a single 
home.' y 

The study found that the percentage of customers satisfied 
with the overall performance of the different firms raiige'S 
from 58 to 100 percent. The price bids for specified se^ices / 
at one home ranged .from $70 to $'270, a 286 percent 
difference. « * * >f / 

The document also includes substantial information on the 
identification, habits, and control of roaches, termites, mic<S, 
rats, ants, fleas,« and other *pests. Details of the study pmn 
and copies of the major data collection instruments are avail- 
able in the referenced document and as supplemental /ma- 
terials. A 

The* document and supplemental materials are available 
from-CERN.* (DOC = 22 pp; SUP = 10 pp] / 

/' ^ 

ite: Invisible Pest With Ravenous Appetite/ Vienna, 



Virginia: *National Pest Control Association, undated. 
• ^ • • 

The document contains a general discussion ab^vt the 

different types of termites, termites' impact on a house, 

and the process of termite control. 

^ The document is available from National Pest Control 

Association, 8150 Leesburg Pike, Vienna, VA 22180, by 

sending a stamped, self>a'ddressed, legal size envelope.* [DOC 

= 14ppl 

Walker, Chris and Lott, Jeanne. Pesticides Anid The Home 
Gardener, CalPlRC Reports 8, San Diego, CA: California 
Public Interest Research Group, (August 1980): 14f 

This document describes the environmental^ and. health 
effects of chemical garden pesticides. It contrasts* these pow- 
erful poisons with alternative pest control mechafiisms. 

The document is available free from California Public In- 
terest Research Group,- 3000 "E" St., San Diego, CA .92102.* 
[DOC = 8 pp] 



What To Do About Tho^ Annoying Household Pests. 

Consumers' Research Magazine (April 1977):20-23. 

This document contains a' general discussion about the 
pest control literature from the United States Department 
of Agriculture and most state Cooperative Extension offices. 
A f^yble lists pest control publications ^rom different extension 
offices on four topics: biting and stinging insects; general 
house pests;' kitchen pests; and structure^ttacking insects. 
It reports whether the material is free* to ip^ate and/or 
out-of-state individuals, and the addresses for 'each extension 
office. A few first aid tips on how to treat a person who 
has swallowed a pesticide are included. 

The document is available from Consumers* Research Mag- 
azine, Washington, NJ 0^882, for $2.0a.* {DOC ^0 pp] 



PHARMACIES 

Discount* Drugstorfes?^ Jbait & switch 1, Cleveland, Ohio: 
Cleveland Consumer Action Foundation, undated:l,4. ^ 

This document reports a comparison of stores that sell 
over-the-counter drugs in the Cleveland area. Supermarkets,* 
discount department stores, discount drug stores, and in- 
dependent pharmacies were examined for price infQrmation 
on 36 corpmon health and beauty aid items. No indicators 
of the quality of service were included. 

Data were {!bllected by visitinq^ each store to collect price 
information. 

The study found that discount department stores were 
*the l^ast expensive places to shop for health and beauty 
aids, followed by discount drug stores and supermarkets. 
The stores' price indexes^ for the 36 items varied by as 
much as 51 percent. The document reports the^price index 
of each store as a percentage of the average index for 
all stores. , ' . 



'See page 2 for further information on acquiring documents and 
supplemental materials. 



Some details of«the study plan are Included in the referenced 
docunnent. * « 

The document is available from CERN.* [DOC = 4 pp] 

Df^S Price Task Force. State of New Jersey OfficeNpf 
Cortsiuner Protection,, Memorandum to A.K. Levin, Director, 
from gatricia A. Royer, (9 September 1977). - 

This document reports compe^ison of phe^rmacy perscrip- 
tion drug prices in six counties of New Jersey. 

An unusual feature of this study was colle^cting and ex*" 
amining the data sa*2is to determine whether factors such 
as location in the state or level of neighborhood income 
affect the price of drugs. Another feature of this study was 
the actual purchasing of drugs instead pf just cqllecting pric6 
estimates.^ 

The study found that prices within a county do not vajry 
as widely as prices between counties. Pr|ce variation iri low 
Inqome areas was wider than in mid-income areas, suggesting 
that comparison shopping would particularly, benefit low in- 
come shoppers. Prices differed by as much as .343 'percent 
(for Lanoxin). ^ 

Details of the study -plan instruments are in the referenced 
document. ^ 

The document is available from CERN.* [DOC = 20 pp] 



Drugs: Buying And Using Prescription A|)d Over-The* 
Counter Drugs. Sacramento, California: California Depart- 
ment of Consumer Affairs, 1979. 

This document suggests things that an individual 'should 
learn about several pharmacies before selecting one. It dis- • 
cusses the different kinds of services provided by pharmacists 
apd how to make meaningful price comparisons on prescrip- 
tion and over-the-counter drugs, but no indicators of the 
quality of service are given. n * 

The document is available from the Cgilifornia Department 
of Consumer Affairs, 1020 <N St., Sacramento, CA*95814; 
by sending h self<addre$sed, stamped, legal size Envelope.* 
POC = 18 pp] . ^ • 



Drugs: A Survey Of Prices And Seirvices. New Orleans, 
Louisiana: Loulsana Consumers' League ^nd t"he University* 
of New Orleans, 1978. 

This document reports a compariS9n of • pharmacies In 
New Orleans, Louisiana. For each pharmacy, it reports the 
different kinds of services provide^ and prices of prescription 
drugs, but no indicators of the quality of the service. 

Data were collected by questionnair.es hand-cjelivered to 
pharmacists, who were selected to repres/ent a cross-section 
of major chain and independent pharmacies. A marketbasket 
jprice for 15 drugs was computed fpr^ each of the^ 25 phar« 
macies. An index was developed to .rank the pharmacies 
from least^ to most expensive. Exemplary features of this 
study include random verification of drug prices provided 
by pharmacists through phone checks; developing a service 
index, which shows the amount of services available; and 
listing the price rarvge for each of the fifteen drugs surveyed. 

The study found that prices differed by as much as^259 
percent for. 20 capsules of Achromycin-V, with 4 low of 
$1.10 and a high of $3.95. 

Details of the study plan and copies of the majojr (jlata 
O lection Instruments are available as supplemental materials. 



The document and supplemental materials are available 
from CERN.* [DOC = 8 pp; SUP = 4 pp] 



' Gagnon, Je^n Paul. Store-Distributed Surveys As A 
Source Of Consumer Feedback On Pharmacy Services. 

The^ Journal Of Consumer Affairs 12 (Winter 1978):333.342. 

^, This "document describes the perceptions of pharmacists 
an^ consumers about what services pharmacies should offer. 
A questionnaire was provided to participating pharmacists 
. and their customers. The study found significant differences 
in 'the importance of services as perceived by the two groups. 
Consumers Jelt 24-hour service and posting of prescription 
drug prices more important than pharmacists did. „ 
The document is available from the Journal of Consumer 
Affairs, American Council on Consumer Interests, 162 Stanley 
Hall, University of Missouri, Columbia, MO 65211, for $6.00 
(plus postage). [DOC = 6 pp] 
fl 

Hecht, Annabel. Informing Patients On Prescriptioli 
' Drug8.i FDA Consumer 10 (March 1976):4-7. ' 

This document contains a general discussion about the 
present and future use of "patient package inserts" (P.P.I.) 
to inform consumers about certain drugs: Official patient 
V package inserts were initiated in 1970 with the labeling of 
^ oral contraceptives. Since then some other drugs have been 
required to iiave P.P.I. 's. More drugs and devices' may even- 
tually carry P.P.I. 's if studies that are being carried out 
show that P.P.I.'s-are useful. 

The document is available from CERN.* [DpC ^ 3 pp] 
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How To Pay Less Fpr Pre^ription Drugs. Consumer 
Reports 40, (January J975):48-53. ^ 

- This document discusses the extensive use of high-priced 
.name-brauid prescription drugs and pres6nt$, reasons v/hy 
generic drugs have not become as, prevalent. Though generics 
are equivalent in quality to name-brands and are, often made 
by the same manufacturer, a recent study found that name- 
brand antibiotics dominate the rtnarket. Name-brand drug 
companies attribute the differences in price to many years 
of scientific research and claimed differences, in value. State 
)aws, which prohibit drug substitutions,«and patent laws, which 
allow the inventing drug company exclusive rights' over the 
drug for"17 years," contribute to the name-brand drug domi- 
nation of the ^larket. Canada Is cited as pioneering in the 
area of drug substitutiQn and allowing production of drugs 
, that are under patent by firms not holding the patent. A 
few words of advice are offered on how to save money 
when buying prescription drugs. 

The document is available from Consumers Union, Readers 
Ser\«ce,*256 Washington St., Mt. Vernon, NV 10550, for 
approx. $1.25.* [DQC = 6.pp], 



How To Win At RX Monopoly, Prescription Drug Pricing 
In Maryland. College Park, Maryland: Maryland Public In- 
terest Research Group, 1976.. 

This document reports a comparison of pharmacies in 
Prince George's County, Maryland. For each pharmacy it 
reports the different kinds of services provided, its willingness 
to disclose prices, and prices for 12 generic and brand- 
name prescription drugs. No indicators of the quality of the 
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service are included. 

Data were collected by telephone interviews with phar- 
macists, followed by walk-in visits to the pharmacies. Price 
information for brand-name drugs and their generic substitutes 
was obtained on the phone. Determination of whether a 
pharmacy complied with Maryland's mandatory price posting 
law was learned through the visit. An unusual feature of 
this document is the listing of wholesale prices for the drugs 
used in the study tj:^show how much mark up had been 
added by the pharmacies., 

The study found that prices differed "by as much as 300 
percent for Achromycin. 

The first part 'of the document is a report that looks 
at the monopoly power^m the drug industry. Such factors 
as the scarcity of price information, the difficulty of substituting 
generics^ and the lengthy time period on drug patents coti- 
tribute to the drug industry's "iron grip*' on the market. 
Tips are offered on how to save money when buying pre- 
scription drugs and how to read a prescription written by 
^a doctor. 

Details of the study plan and copies of the major data 
collection instruments are included .in the referenced doc- 
ument 

The , document is available from Maryland Public Interest 
Research Group, University of Maryland, Rm 3110, New 
Main Dining Room, College Park, MD 20742, for $1.50.* 
[DOC = 59 pp (32-56) ] 
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Landa, Marcia.' Prescriptions Drug Prices, bait & switch 
1, Cleveland, Ohio. Cleveland Consumer Action Foundation, 
undated:34. 

This document reports a comparison of prices for four 
major prescription drugs at many pharmacies in Cuyahoga 
County, Ohio. No indicators of the quality of the service 
are reported. 

Data wSre collected by obtaining prescriptions for the 
(frugs and having investigators ask pharmacists at each drug 
store what the price would be for two of the four drugs. 
Investi^tors revisited each store to get prices for the two 
other drugs. The study found that prices differed by as 
much as 300 percent for Achromycin. 

Some details of the study plan are included in the referenced 
document. 

The dotument is available from CERN.* [DOC = 2 pp] 



Lawrence, Pam and Swisher, Randy. Drugs & Dollars, 
Pharmacy Pricing In Washington, D.C. Washington, D.C.: 
D.C. Public Interest Research Group (1975). 

This document reports an innovative comparison of phar- 
macies in Washington, D.C. For each pharmacy, it reports 
prices for prescription drugs, but no indicators of the quality 
of the service. 

Data were collected by several means, including ques- 
tionnaires mailed to pharmacies, telephone interviews with 
pharmacies; in-store interviews; and purchases of prescription 
drugs by white, black, and Spanish researchers. 

Exemplary features of this study includcf using three trial 
tests of the service of each pharmacy, collecting price data 
' , at more than one point in time, and utilizing different forms 
of communications to see if it affects the price of. drugs. 
By having minorijy and white reseachers ourchas'e dr4jgs^ 
X the study exa"mined whether there was price Variation based 
^ O cial/ethnic prejudice . \ 
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The study found that prices varied substantially between 
, stores and modestly between different checks at the same 
store. Prices differed as-jnuch as 245 percent for Actifed 
and 174 percent for Aldactizide. Some stores quoted 4ower 
prices when phoned than when visited intperson. When per- 
sons^of different racial/ethnic groups purchased the same 
V drug from the same store, the price sometimes varied, but 
, ^not in^a consistent manner. 

The document provides many consumer tips on how to 
^ save money and presents an argument for a prescription 
. drug price posting law. 

Details of the study plan are included in the referenced 
document. 

The document is available from CERN^ [DOC = 22 pp]^ 



Loyola University Consumier Law Class. Price Survey On 
Over*The*Counter Drugs And Supplies. Paper for Mr. 
Robbert, instructor-: New Orleans, Louisiana: 1977. 

This document reports a comparison of pharmacies, dis- 
count stores, and supermarkets that sell over-the-counter 
drugs and supplies in New Orleans, Louisiana For each 
of the 52 stores, it reports prices for 11 items, but no 
indicators of the quality of the service. 

Data were collected by visiting each store and collecting 
price informatioa over a thre^ das/ period of time. 

The study io'und that over-th6-counter drug prices were 
lowest at discount stores, medium at grocery stores, and 
most expensive at pharmacies. Price also varied widely within 
each given type of store. Prices differed by as much as 
111 percent for a 14 oz. bottle of Listerine Antiseptic, with 
a low of $.85 anda high of $1.79. 

Details of the study .plan and copies of the major data 
collection instruments are included Jn the referenced doc- 
ument. 

The document is available from CERN.* [DOC = 14 pp) 



Prescription Drug Prices: Consumer Survey Handbook ^ 

#2. Seattle, Washington: Federal Trade Commission, Seattle- 
Regional Office, 1974. * 

^This, document offers a step-by-step procedure for com- 
paring pharmacies. It tells how to collect information on 
the different kinds of services provided and priceis for 25^ 
commonly-used prescription drugs. Indicators of- the quality 
of service are not included. 

The document details the use of questionnaires hand-de- 
livered to pharmacists, telephone interviews with pharmacists, 
and collection of price information from prescription drug 
price posters. (In some states posting is required.) . 

This document includes information on selecting pharmacies 
for the study, training the surveyors, and compiling and com- 
paring the results. Copies of data collection instruments that 
can be used for such a study are available in the referenced 
document. 

The ^document is available free from the Federal Trade - 
Commission, Seattle Regional Office, 2840 Federal Bidg., 
Seattle, WA 98174.* [DOC = 30 pp] 



'See page 2 for further mformaiion on acquiring documents and 
supplemental materials. # 
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Savins Money With Nail-Order Drugs. Changing Times 
(August 1978):21.23. 

This document reports a comparison of prices for four 
mail order drug firms In the U.S. Data were collected by 
using the catalogs distributed by each firm. ^ 

The study found that prices differed by as much as U6 
percent, with prices for 100 one-grain thyroid t&blets ranging 
from $.97 to $2.10. ^ 

The document provides background information about mail- 
service drug firms. It also provides addresses Of the firms 
and information on who is eligible to use them. 

Details of the study plan are not available in the referenced 
document nor as supplemental materials. 

The document is available from CERN.* [DOC = 3 pp] 

A Shopper's Guide To East Bay Pharmacies. Sah Fran- 
cisco: San Francisco Consumer Action, 1976. 

This document reports an extensive comparison of phar* 
macies in Berkeley, Oakland, Albany, and Alameda, Cali- 
fornia. For each pharmacy it reports the different kinds of 
services provided and prices for ten often-)3rescribed drugs, 
but no indicators of the quality of service. Data were collected 
by several me^ns, including personal visits to all pharmacies. 

The study found that in lower income areas and areas 
near hospitals or clinics the drug prices were higher than- 
in other areas. Prices differed by as much as 275 percent 
for»20 pills of Ampicillin, with a range from $.2^85 to $10.70. 
Other drugs^d somewhat smaller price differences. 

There is dfSdission of wh^/^iscount drug stortes can charge 
lets, how to Ji^ect a pharmacy, and the differences between 
generic and^ame-brand drugs. 

Details of the study plan and copies of the major data ^ 
collection instruments are not available in the referenced 
dccumeht nor as supplemental materials. 
^ The document is available from CERN/ [DOC = 44 pp] 
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Bogue, Ted. Cutting Prices: A Guide To Washington 
^ Area Surgeons' Fees Washington, D.C.: Pyblic Citizen's 
Health Research Group, 1979r 

This document reports an extensive comparison of cus- 
tomary surgeon fees in Washington, D.C. For each surgeon, 
it reports the costs of^2 different surgical procedures and 
the number of times a surgeon performed each procedure 
during a recent year. No indicators of the quality of the 
service are included. 

Data were collected by examination of records kept by 
the Medical Service of D.C. (MSDC), the Blue Shield Plan, 
and the Medicare carrier for the D.C. area. The ihformation 
^was released under the Freedom of Information Act. The 
Act wa§ modified in 1977 to require all Medicare. carriers 
^ to disclose price data. 

' The study found that abortions ranged from $125 to $500, 
a difference of 300 percent. The fees for hystereclogiies 
varied from $550 to $2,110, a difference of 284 percent. 
Details of the stufly D)afr and copies of the major data 
Q 'lection instruments are available in. How to Compile, a 
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Consumer's Qirector^ Of Doctors And Their Fees (Bogue), 
which is annotated in this section. 

The document is available from the Health Research Group, 
2000 P St., Rm. 708, Washington, D.C. 20036, for $3.50.* 
[DOC == 51 pp] 



^ Bogue, Ted. How To Compile A Consumer's Directory 
Of Doctors And Their Fees. Washington, D.C: Public 
Citizen's Health Research Group, 1979. 

This document describes how to do a comparison of phy 
sician services and fees. It tells how to collect information 
on the different kinds of services provided,Some indicators 
of the quality of service, and fees for common medical pro* 
cedures. Tk^ indicators of quality delude board certification 
or eligibility, medical education and ^i^^ ial fawrteing. and 'hos- 
pital affiliations and appointments. ' 

The document details the use of mailed questionnaires 
or telephone interviews with physicians. It is suggested th^t 
as much information as possible be collected on each physician 
before interviewing him or her. After the interview, a copy 
of the completed questionnaire is sent to each physician 
to verify the information received on the phone. An unusual 
feature of the proposed methodis is the mention of accessing 
fee information by using the Freedom of Information Act. 

The document provides stcp-by-stcp details on how to 
go about gathering and 'presenting the data. It includes a 
glossary of medical terms, names of organization's who have 
developed physician directories, and suggc$tions or how to 
obtain data through the Freedom of Information Act. 

Copies of data collection instruments that can be jjsed 
for such a study arc available in the referenced document. 

The document is available from the Health Research Group, 
2000 P St., Rm. 708, Washington, D.C. 20036, for $3.50.* 
[DOC = 76 pp (1-29, 46.57)] 



Chisolm, Laura B. The Cleveland Nodical Directory, A 
Consumer's Guide To Family Doctors, Clinics And 
HMOs In Cuyahoga County* Cleveland, Ohio: Cleveland 
Consumer Action Foundation, 1978. 

This document reports a major comparison of physicians 
in Cuyahoga County, Ohio. For each physician, it reports 
the different kinds of services provided, son)e indicators of 
the quality of service, and fees. 

The quality of service was assessed by several indicators, 
including education, availability after office hours, distribution 
of generic drugs, and length of time to get an appointment. 

Data were collected by questionnaires mailed to physicians. 
If there was no response^ a telephone interview was arranged 
with the physician. Limited information on physicians who 
refused to cooperate was collected from medical directories. 
All physicians were sent drafts .of the information to be 
published for verification. A notable feature of this study ' 
was overcoming the physicians* reluctance to provide re* 
quested information by making many follow-up telcphoi\e 
calls. 

The study found that for the first office visit, fees ranged 
from $10 to $60, a difference of 400 percent. 

The document includes an evaluation of services provided, 
by hospitals, clinics, and Health Maintenance Organizations. 
A glossary of medical terms and an explanation of •how 
to, read a prescription are provided. 

Details of the study plan and cQpies of the major data 
collection instruments are available in the referenced doc* 
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ument and in' Michael Heffer*s A Guide To Producing Con- 
sumer Shopping Surveys. (Refer to the Research Methods 
section of this bibliograpby.) 

The document is available from Cleveland Consumer Action* 
Foundation, 532 Terminal Towers, Cleveland, OH 44113, 
for $3.95.* tDOC=226 pp. (6-19)] , 

\ 

Denenberg, Herbert S. The Shopper's Guidebook (Chapter 
10, Surgery) Washington, D,C.: Consumer News, Inc., 1974: 
103.116: > 

This document suggest things that an individual should 
learri about sevc^at^ surgeons before selecting one. It discusses 
ways to judge the quality of the service and how to make 
meaningful price comparisons. It suggests thai the quality 
of service be assessed by Several measures, including board 
certification, fellowship in the American College of Surgeons,, 
affiliation with an accredited hospital, partnership in a group 
practice, and recommendations from past patients of the 
surgeon. 

Many>^nsumer tips on how to ch^se and talk with a 
surgeon ar^s^rovided. 

The document is. available from CERN.' [DOC = 14 pp] 



Directory Of Evanston Area Primary Care Physiciafis. 

Evanston, Illinois: Consumers** Health Group, 1979^^.^^ • 

This document reports an extensive comparison of primary 
care physicians in Evanston, Illinois. For each physician,- it 
'reports the different kinds of services provided, some in-' 
dicators of the quality of service, and fees. The quality of 
service was assessed by several measures, including board 
certification or eligibility, affiliatiort with a medical school, 
and the amount of advice offered to patients on issues such 
as side effects of drugs and low-cost health services. 

Data were collected by questionnaires mailed to primary 
care physicians in Evanston. A notable feature of this doc- 
ument is the tables, which allow for a quick comparison 
of information. 

ThI study found that fees for routine office visits varied* 
from $15 to $30 among Evanston internists. Maternity charges 
for obstetricians-gynecologists varied from $550 to $700, 
a difference of 27 percent. 

A list of frequently used medical terms and health-oriented 
books for lay people is included. 

Details of the study plan and copies of the major data 
collection instruments, are available in the referenced doc- 
ument. 

The document is available from Consumers' Health Group, 
828 Davis St., Evanston, IL 60201, for $5.00.* [DOC = 
137 pp (2-20, 13i.l33)] 

A Directory jQf Physicians In Tolland Coun^ And Wil- 

limantic, Hartford, Conn^ticut: Connecticut Public Interest 
Research Group, 1975. \ 

This document reports a comparison of primary-care phy- 
sicians \n Tolland County and Willimantic. For each physician, 
it reports the different kinds of services provided, some in* 
dicators of the quality of service, and fees. The quality of 
service was assessed by several factors, including metpb^rship 
in group practice,- wliich allows for peer review; te*aching 
or research positions at a medical school; residency training 
in a special^; and board certification or eligibility for a spe- 
O " y. - ' • 



Data were collected by telephone interviews with physicians 
or mailed questionnaires (if the physicians preferred). A cogy 
of the completed telephone questionnaire was sent to each 
physician for verification. 

The study found that charges by primary care physicians 
in Tolland County fof 'initial visits varied by 50 percent. 

Details of the study plan and copies of the major data 
collection instruments are available in the referenced doc- 
um'^ent. # 

The document is available from CERN • [DOC = 6a pp 
(1-4, 44-48)] ^ 



Gillenkirk, Jeffrey, So You Think You Neid A Psychi- 

atrftjt. Washingtonian 10 (November 1974):121-136. ♦ , 

This document suggests things that an individual should 
learn about several psychiatrists before selecting one. It dis- 
cusses the different kinds of therapies used- by different doc- 
tors, some ways to judge the quality of service, and how 
to make meaningful price comparisons. It suggests that quality 
of service be assessed by several measures, including rec- 
ommendations from friends, a family doctor, or medical school; 
licensure from a state*s American Psychiatric Association; 
and education or training. / 

The document is available iromj^ashingtonian, Back Issues 
Dept. 1828 L St., NW, Rm. 2(W, Washington, D.C. 20036, 
^for $2.25.; [DOC -='17 pp] * V ' 



How To Develop A Local Directory Of Doctors. Con- 
sumer Reports 39 (September 1974):685-691. 

T^his document describes 4iow to develop a doctors* di- 
rectory. It tells how to collect information on the different 
kinds of services provided, some indicators of the quality 
of service, ar\d fees. The indicators of quality include board 
certification, membership in the American Academy of Family 
Physicians, participation in continuing educJ^ition, availability 
of after-office hours, length of time patients wait in the waiting 
room, and types of equipment located in the office. 

The document details the use of jquestionnaires. mailed 
to physicians and follow-up telephone intVviews. Information 
that is obtained through a phone call is verified by sending 
a questionnaire to each'physician. 

Copies of data collection instruments that can be used 
for such a ^tudy are included in the referenced document. 

The document is available from Consumers Union, Readers 
Service, 256 Washington, St., Mt. Vernon, NY 10550, -for 
approx. $1.25.* [DOC = 7 ppj ^ 

. How To Find A Doctor For Yourself. Guide To Consunrier 
Services. Mt. Vernon, NY: Editors of Consumer Reports, 1977: 
(195-206). - , ' ■ * 

This document suggests things that an individual should 
learn about several physicians before selecting one. It discusses 
several ways- to judge the quality of service, such as board 
eligibility or certification from the American Board of Family 
Practice, membership in the American Academy of Family 
Physicians (continuing education is mandatory), recommen- 
dations from friends or relatives whose judgment is respected, 
and affiliation with a teaching iiospital or medical ^school, 

*See page 2 for further mforrDotion on acquinr)g documents and 
t> supplemental materials. 
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Some suggestions for how to judge a hospital are also included. 

The document is available from Reprint Dept., Consumers 
Union. Orangeburg, NY 10962, for $.50* [DOC = 16 pp] 

Medicare Directory Of Prevailing Chai^ges 1980. Bal- 
timore, Maryland: U.S. Department of Health and Human 
Services, Health Care Financing Administration, 1980. 

^ The document contains the Medicare reimbursement data 
which physicians have submitted to insurance carriers. The 
data are categorized into localities within each of the fifTy 
states. Prevailing charges are listed fdr 30 medical services 
performed by general practitioners and for 100 services per- 
formed by medical specialists. 

The document is available free from the Health Care 
Financing Administration, Reproduction and Printing Branch, 
Gwynn Oak Bldg. 1710 Gwynn Oak Ave., Baltimore, MD 
21235.* [DOC = 307 pp (1-6)] 



Northern Virginia Directory of Pliysicians '(Excerpts). 
Falls Church, Virginia The Health Systems Agency of North- 
ern Virginia, 1979 . • ^ 

This document reports an extensive comparison of phy- 
sicians in Northern Virginia For each of the 635 physicians, 
it reports "the different kinds "of services provided, some in- 
dicators of the quality of service, and fees. Approximately 
1,000 additional physicians^are listed, but the addresses are 
unverified and no service information is ^provided. 

The quality of service was assessed by several indicators, 
including availability to see patients, type of support staff 
at the physician's office, extent of tests available m the 
office, length of waiting time to see the physician, education, 
board certification, and affiliation with a hospital. 

Data were collected by questionnaires mailed to physicians. 
Prior to mailing, the questionnaires had been partially filled 
in with irfformatidn founds m medical directories, follow-up 
postcards were mailed to physicians wh(5 did not respond. 
Information to be published was sent to each physician for 
verification. A notable-feature of this study is.the reduction^ 
jn physicians' reluctance to provide requested information 
by working with local medical societies and utilizing news* 
papers to publicize the project beforehand. 

The directory indicates that physicians* fees in Northern 
Virginia vary substantially. , 

The document contains a glossary of medical terms, an 
index of physjciarft who s'Jjeak foreign languages, and a de- 
scription of public health departments and Health Maintenance 
Organizations. 

Details of the study plan and copies of the major data 
collection instruments are included in the referenced doc- 
ument. 

The document is available trom CERN.* [DOC = 30 pp] 



Proceedings Of A National Conference For Evaluating 
Competence In the Health Professions; November 11 
& 12, 1976. New York: Professional Examination Service, 
1977. 

The document contains the proceedings of a conference 
on measuring competence in the Health professions. The 
conference was designee^ to discuss two major issues: 1) 
present mechanisms of developing and assuring competence, 
V) I 2) the technical procedures, philosophical considerations,^ 



and ideological issues associated with the measurement of 
competence. The document includes papers and summaries 
of group discussions on these issues. 

The document is available irom the Professional Exami-- 
nation Service, 475 Riverside Dr., New York, NY 10027, 
for $10.00.* [DOC = 111^(1-25)] 



Sehnert, Keith and Eisenberg, Howard. How To Rate Your 
Doctor. Lad\e% Home Journal 92 (October 1975).4548, 50, 
53, 149. 

This document suggest several consideratrons for an in- 
dividual rating the quality of a ^physician. The^e include 
whether he or she Works iaa group practice, has affiliation 
with a teaching hq^pital, is board certified or eligible, is 
recommended by other physicians or patients, and participates 
in ^continuing education programs. 

' The document suggests a rating system. Points are assigned 
depending upon the degree to which a physician meets each 
criterion." A rating is given according to the number of total 
* points achieved. Explanations are pro^vided for why the criteria 
fairly assess a physician. 

The document is available from CERN.* [DOC = 6 pp) 



Therou§, Phyllis. Doctor, It Won't Stop Crying:^ow To^ 
Find The Right Pediatrician. Washingtoman 9 (May 1974)." 
189496. * # 

Th]s\locument r.eports a comparison of pediatricians in 
WashingJbA, D.C. For each pediatrician, it reports the different 
kinds of services provided and some indicators of the quality 
of service. Th^ quality of service was assessed by, several 
factors, including recomrpendations from parents, pediatri- 
cians, and hospital staff; affiliation with teaching hospitals; 
civailability for an emergency; and philosophy, of treating 
children and. working with parents. 

Data were collected by in-person interviews with hospital 
staff members, pedij^tricians,. and friends or eicquaintances 
of the author. The pediatrician listing is Entitled "best seller" 
because it includes only the pediatricians whose names were 
often mentioned by the interviewers. An unusual feature 
of this' study is its very subjective rating of physicians. 

The study found over twenty pediatricians in the D.C* 
ar'ea-who wore highly recommended by other doctors lind 
parents. . ' • 

Details of the study plan and copies of the major data 
collection instruments are not available in ^the referenced 
document nor as supplemental materials. 

The document is available from WaShingtonian, Back Issues 
Dept., 1828 L St:; NW, Rm. 200, Washington, D.C. 20036, 
for $1.20.* [DOC = 8 pp] . ' 



Vroman, Linda. Graham. Consumer Guide To Obstetric 
Care In Memphis. Memphis, Tennessee: The Memphis Cen^ 
,ter for Reproductive Health, 1980. 

This docuitient reports a comparison of obstetricians and 
gypeoologists in Memphis, Tennessee. For each obstetrician 
and gynecologist, it reports the different kinds of services 
pi;gvided, some indicators of the* quality of^ service, and 
whether the fees fall into the low, middle, or high category. 
The quality* of service was assessed by several measures 
including board certification, philosophy on childbirth and 
breastfeeding, procedures for delivering a baby, and length 
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of time in practice. 

Data were collected by questionnaires mailed to obste- 
triciani and gynecotogists. Those who did not respond to 
the first mailing w£ce sent a second copy. 

The stud^ found that for prenatal care and delivery, fees 
ranged from $450 to $550, a price difference of 22 percent. 
The charges for Cesarean sections differed by as much as 
41 percent, with fees from $550 to $775. ~ . 

The document also provides a pregnant patient's bill of 
rights, a glossary of medical terms, a reading list, and some 
information on local hospitals.'* 

Details of the study pjan and copies of the major data 
collection instruments are included in the referenced doc- 
ument. 

The document is available from the Memphis Center for 
Reproductive Health, 1462 Poplar/* Memphis, TN 38104, 
for $1.00.* [DOC = 69 pp (26-55)] 



What Does Society Really Want From Doctors? Medical 
Economics 55 (29 May 1978)^3-149. 

The document contains an excellent discussion about so- 
ciety's demands or expectations from medical services. The 
document reports a series of discussions by leaders in medical, 
consumer, business, labor, and government organizations. The 
.primary topics are pressure group dynands, information dis- 
closure, accountability, costs, and availability of services. 
\ The ^locument is available from Medical Economics, Reader 
Service Dept.^ Oradell, NJ 07649, for approx. $2.00.* [DOC 
= 98 pp (53-11)] 
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STORES 

AND 
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Dale, Terry. If You Ppn't Know Ani^ing About Gar- 
dening And You. Want To Do It Yourself » Here Are 
Twenty-One Good Green Ideas. Washingtonian 12^/^ugust 
1977):1 18.122. • 

This document contains a general discussion about land- 
scaping without professional assistance. Twenty-one ideas are 
olffered on such diverse topics as nurseries, soil, watering, 
bamboo, conifefs, yuccas, composting, slopes, mulch, and 
^Hade.. 

The document is available-from Washingtonian, Back Issues 
Dept., 1828 L St. NW, Rm. 200, Washington, D.C. 20036, 
for $.75/ [DOC = 5 pp] 



This document reports an interesting assessment of the - 
overall service provided by plant stores in New York City. 
It reports on some indicators of the quality of the -plants, 
and prevailing prices. The quality of the plants was assessed 
by examining the plants for hearty leaves and new stems, 
by checking for bugs or spots on leaves, and by inspecting 
the plants* roPt system. * 

Data were collected by purchasing 25 houseplants at a 
variety of stores around New York City to observe their 
condition. Many of the plants were found to have too many 
' rocks in the soil (which rob the roots of nourishment), soil 
that was infested with insects, or root systems that were 
incompfetS. , 

The article offers spme tips on how to grow plants, dis- 
cussing such nnatters as humidity, light, treatment for shock, 
fertilizer, insecticides, and water. Illustrations and descrip^ons 
of a 'few common household plants are included. 

Details- of the study plan and copies of the jnajor data 
collection instruments are not available in the referenced 
document or as supplemental materials. ^ • 

The document is available from MONEY Business Office, 
Time and Life Bldg^ Rockefeller Center, New York, NY 
i0020, for $.75.' [DOC = 4 ^p] 



McElwain, Virginia. A ^Consumer's' Guide To Nursery 
Shopping. Horticulture 55 (October 1977):4043.. 

This document suggests several things that an individual 
should learn about nurseries before purchasing plants at one. 
It discusses the different kinds of services provided by nurs- 
eries and some ways to, judge ^the quality of the service. 
It suggests that the quality of servfice be assessed by neatness, 
and orderliness of Jhe nursery; availability of information 
on planting; enthusiasm and knowledge of personnel; and* 
checks with previous customers. 

Advice is offered on how to talk with nursery personnel 
and how to select a tree or plant. , 

The document is available from HorticuKure Magazine, 
Circulation Dept., 300 Massachusetts Ave., Boston, MA 
02115, for $2.25.* [DOC = 4';ppl 



Nurseries. Washington Consumers' CHECKBOOK 2, no. 3 " 
(Spring 1986):2948. 

This document reports a .colripariion" of .plant nurseries 
in the Washington, D.C., area. For each nursery; it reports 
the different kinds oi services provided, several indicators 
of .the quality of service, and price information. The* quality 
of service wa» assessed by several measures, including an 
expert's examination of the quality and variety of plants 
at each nursery, customer ratings, the nurseries* guarantees, 
and results of state. agriculture department inspections. 

Data were coffefted by several means, including mailing 
customer questionnaires to'CHECKBOOK magazine and Con- 
sumer Reports subscribers in the Washington, D.C., area, 
sending an expert to visit each nursery and make detailed 
observations of several pre-specified types of plants and trees, 
and telephone conversations with nursery staff. ^ 
• The study found that the experts* ratings of the quality 
of the plants rahged from 61 to 92, the percentage of cus- 
tomers* rating of the quality of the plants as ''superior** 



^Q^iAde Through The House Plant Jungle. MONEY 
gp^^^nuary 1975):36-39. 
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'See page 2 Jor further information on acquiring documents and 
supplemental materials, \ 
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ranged^ from 6 percent to 95 percei\t, and the price index ^ 
scores varied by as much as 149 percent. 

Details of the study plan and copies of the major data 
collection Instruments are available in the referenced" doc- 
ument and as supplemental >naterials. 

The document is available from Washington Consumers* 
CHECKBOOK, 1518 K St. NW, Suite 406, Washington, 
D.C, 20005, for $5.65 (includes three other studies). Sup- 
plemental materials are available from CERN.* [DDC = 16 
pp; SUP = 1 p] 



Plant Stores: The Good, Bad And Awful. Consumers 
^Digest (September/ October 1978):36-39. 

This 'document suggests several things that an individual 
should learn about plant stores before purchasing plants.. 
It discusses several ways to Judge the quality of the service. 
These include presence o^ educa??d salespeople who can 
offer usc{i4. advice; a-store that is clean and not crowded; 
and a store that allows plants to acclimate to their new 
environment prior to displaying them. Consumers should be 
aware of rip-offs that some plant stores perpetrate. Selling 
partially-rooted plants, insect-infested plantSpXuc^ellojv-leaved 
plants are some .of these practices. A description of common 
insects to watch for on plants is included. 

The document is available from Consumers Pifiest, 5705 
1^. Lincoln^Ave., Chicago, IL 60659, for $2.00 (prepay).* 
IDO^^^PP] T 



PLUMBERS 



Capotosto, John. Basic Plumbing Repair8.^Mechantx //• 
lustrated 6a (February 1972):88-91. 

' This document contains a good discussion about hww to 
make simple plumbing repairs. The article outlines how to 
repair the foljowing; leaky faucets, noisy faucets, frozen pipes, 
teaky pipes, leaky copper joints, lee^ky toilets, water ham^ 
merihg, and clogged cesspools. Simple explanations and de- 
tailed illustrations niake the material an easy guide to follow. 

.The document w available from Mechanix Illustrated Edi- 
' tonal Office, Reader Mail Correspondence, 1515 Broadway, 
New York, NY 10036, for $3.00.* (DOC = 3 pp] * 

* 

Day, Richard. How Home Plumbing Systems Work. Fam- 
i/y Hafidman 28 (April 1978):56, 68,'. 60, 62. - 

This document contains a general discussion about the' 
home plumbing system. The article suggests that the home 
plumbing system is easy to understand and a homeowner 
can save much time and money by learning the system. 
There are two separate sub-systems, the water supply system 
and the drain-waste-vent system. A description of the parts 
that make up. each of th6 two systems is included. , 

The document is available from CERN.* (DOC =4 pp] 

t^'imb«is. Washington Consumers* CHECKBOOK i, Na ^ 
Winter 1977):87.105. 



This document reports a comparison of plumbing firms 
in the Washington, D.C, area. For each firm, it reports 
the different kinds of services provided, inclicatprs of the 
quality of service, and two types of price index scoi^s. The 
quality of service was assessed by several measures, including 
customer ratings, percentage of Jobs that failed county -in- 
spections, number of complaints at local offices of consumer 
affairs, and complaint rate (number of complaints/number 
of customers who rated the firm). 

Data' were collected by several means, including mailing - 
customer questionnaires to CHECKBOOK magazine and Con- 
sumer Reports subscribers in the Washington,' D.C. area, 
mailing questlbnnalres to the plumbing firms, examining data 
at local building inspectors' offices,* and having homeowners 
rrequest price bids from each firm. 

The study found that the percentage of customers who 
were satisfied with the overall performance of. the plumbing 
firms ranged from §4 percent to 100 percent, The price 
bids differed by as much as 145 percent for a giyen job. 

Details of the study plan and copies of the major data 
collection instruments are available in the referenced doc- 
ument and as supplemental materials. 

The document and supplemental materials are available 
from CERN.V-(DOC = 23 pp; SUP = 18 pp) 

U,S! Department of Agriculture. Simple Plumbing ftepairs 
For The Home And Farmstead. Washington, D.C: Gov- 
ernment Printing Office,-W72. 

This document contains a good discussion about how to 
make simple plumbing repair^ around the home and farm. 
The document provides instructions for repairing four fairly 
common plumbing problems: leaking water faucets and valves, 
'leaking pipes and tanks, malfunctioning water closets, and 
clogged drains. 

The document is Available from CERN/ (DOC = 16 pp] 



REAL ESTATE 
AGENTS 

A Homebuyer's Guifde To Settlement Costs. Washington, 
D.C*: Mortgage Bankers -Association of America, undatecj. 

, The document contakis a discussion on the nature and 
costs of the settlem6nt p?ocess when purchasing a house, 
Federad law requires that the booklet be given out by lending' 
institutions at {he time of application for a mortgage loan 
(to finance the purchase of a one- 'to four-family residential 
dwelling). The disclosure/ settlement statement is explained 
item-by-item. Practical information is given on the following: 
how to avoid some illegal settlement practices; whom to 
consult to^ferifi; the contents of the settlementpwhy escrow 
accounts are used; and what is required by the laws applicable 
to real estate purchases and settlements. 

The document is available from Mortgage Bankers As- 
sociation of America, Publications, 1125 15th St. NW, Wash- 
ington, D.C/20005, for $1.25.* (DOC = 12 pp] 



Houston, Michael J. and Sudman, Seymour. Real Estate 
Agents As A $< urce Of Information For Home Buyers. 

The Jouwat of O^nsumer Affairs 2 (Summer 1977):110-121. 

Thisdocument contains an assessment of real estate brokers 
as sources of neighborhood information. A study carried »out 
in 311 nationally sampled neighborhoods asked neighborhood 
experts (school principals, church ciergy, etc.) td provide 
information about their neighborhoods. Brokers' -ff^ponses 
to these questions were compared to what the neighborhood 
experts had stated about the community's geography and 
"services. The study found that real estate agents performed' 
well sources .of generlsilizations about neighborhoods,, but 
were somewhat less knowledgeable than some other experts 
about the characteristics of individtial institutions within the 
neighborhoods. 

The document is available from the Journal of Consumer 
Affairs, American Council on Consumer Interests, 162JlKan\ey 
Hall, University of Missouri, Columbia, Mb 6521l<^ $6.00 
(plus postage).* (DOC = 6 pp] 



How To Choose A Real Estate Broker. Better Howes 
and Gardens 52 '(June 1974):12-15, 108, 109. 

''This document suggests several things that an individual 
should l^arn about real estate brokers before selecting one. 
It discusses the different kinds o{ services provided by real 
estate brokers, some ways to judge the quality of the service, 
and how ^o make meaningful comparisons of commission 
rates, li suggests that the quality of* service be assessed 
by several indicators, including the total ran^ of services 
offered, licensure of the broker, membership of the *real 
estate office in a profes^sional society, and altentiveness of 
^ the broker to the cliejit. The different kinds of listings are 
described. These include exclusive, exclusive-e^gency, multiple 
,or shared, and open. ^ - 

The document is available from CERN.* [DOC = 5 pp] 



How To Sell Your Own Home— With or Without a 
Broker. Wasl\ington D.C.: Consumer Inforn^ation Institute, 
197 7„ (Mimeographed). 

* The document provides a general d^cussion of how to 
sell a house. It is made up of instructional sheets on topics 
such as financing, listing^ information, recording apd transfer 
charges, andcbmmon contingencies. It also provides examples 
of a sales contract, the federal tax form (pr sale of a personal 
residence, and a form for describing the hduse to prospective- 
customers. ♦ 
The document is available from CERN.* [DOC = 21 pp] 



Jensen, Ronald W.^ House For Sale By Owner! Consumers 
Digest (May/June L^9):20.23. 

This document "gives step-by-step instructions on^how an 
owner can sell his or hor house without a real estate agent. 
Since rekl estate commissions range from six to seven percent 
of the house's selling price, many thousands of dollars can 
be saved. The basfc steps for selling a hou^e are: hiring 
a real estate appraiser, hiring an attorney, preparing the 
' 'or *shou4ng; preparing a property data sheet, making 
sale" sign, advertising in newspapers, representing 



the house honestly to buyers, showing the property 'to pro- 
spective purchasers, and negotiating the sales contract. 

The document is available from Consumefs Digest, 5705 
N. Lincoln Ave:, Chicago, IL 60659, -for $2.00.' [DOp^^4 

pp] ' " . ^ 



Kass, Benny L. Home Buyer's Chetklist. Washington D.C.: 
. National Homebuyers and Homeowners Assocfiation, 1977. 

This document contains a tfeprough step-by-step discussiojj 
of buying, a home. It covers such tppics as the contract, 
loan, settlement, title insurance, warranty, and taxes. Ex- 
amples are givSHjDf a sales contract, a disclosure statement 
for a loan, and a Department of Housing and Urban De- 
velopment disclosure/settlement statement. Definitions of fre- 
quentTy used housing terms are included, 
■^fhe document is available from CERN.' [DOC = 29 pp] . 



A Report To Th^l Colorado Real Estate 'Commission 
On Rental Location' Agent Advertising Practices. Gree- 
ley, Colorado. Colorado Pi^blic Interest Research Group, 1979. 

^ This document reports a major comparison of rental location 
a,gent advertising practices in Greeley and Boulder, Colorado. 
The advertising ^of one rental location service was observed, 
by CoPIRG^ researchers t6 determine the authenticity of its 
cont^t. The rental location service had offices in Greeley 
and Colorardo, ads were followed in a locsil newspaper at 
each location. Daily advertisements placed by the rental lo- 
cation Service were recorded and landlords of the listings 
were called to see if the ads reflected actual conditions 
and prices. < 

Tlie study found that only 60 percent of the rental service's 
listings were actually available, that a substantial portion 
of the available ones were misrepresented, and that a cor- 
relation existed between low price and non-availability. The 
rental service tended to overstate the condition of the hotising, 
overstate the number of available rental properties, and un- 
derstate the rental prices. 

Details of the° study plan and copies of the major data 
collection' instruments are available in the referenced doc- 
ument.^ 

The document is available from Colorado Public Interest 
Research Group, University Center, University of Northern 
Colorado, Greeley' CO 80639, for $5.35.* [DOC = 67 pp • 
(Ml)] 



Wise Home Buying. Washington D.C.: Department of Hous- 
ing and Urban Development, 1974. ' ' 

This document contains a good discussion about how to 
go abbut purchasing a home. It discusses sh6pping*7bc a 
house, Inspecting a prospective purchase, and financing. As 
glossary of frequently used housing terms is included along 
with addresses fot HUD*s fiejd offices throughout the nation. 

The document is available free from the Dept. of Housing 
and Urban Development, Publication Service Center, Rm. 
B258, Washington, D.C. 20410.* [DOC = 40 pp] 
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Good Application Mak^ A Good Roof Better: A Prac- 
tical Guide On How To Apply Asphalt Shingles For 
Maximum Life and Ali-Weather Protectioif; Washington, 
D.C.: Asphalt Roofing Manufacturer's Association, 1974. 

This document contains a good " discussion on applying 
asphalt shingles to a roof. It also includes information on 
what the key jxJmts are in roof, selection and application; 
what lo dobefore applying asphalt shingles t^ew construction 
and over present roofing; and what te^o when applying 
shingles. Detailed illustrations with measurements are in- 
cluded. 

The document is available free frorn Asphalt Roofing Man- 
-ufacturer's Association, 1800 Massachusetts Ave. NW, Suite 
702^JVashington, D.C. 20036.* [DOC = 24 pp] 



A New Roof Over Your Head — Not A Simple Problem, 
By Any Means, Consumers* Research Magazine (April 1975): ^ 
28-31. 



This document suggests several things that an individual 
should learn about several roofers before sHecfing one. It 
discusses some ways to judge the quality of the service, 
^ such as checks with previous customers to learn about the 
roofers* workmanship; checks of the length of time the. roofer 
has maintained his or her business at* one address (over 
.one year at a local adHress is recommended); and adequacy 
of the roofer's insurance against injuty to the workers, other 
people, and the property. 

A list of cjuestions iS' offered to aid the homeowner in 
determining whethejx^roofing job is necessary and how 
it should be done. Definitions of roofing ^erm^s and tips on 
purchasing shingles are included. 

The document is available from Consumers* Research Mag- 
azine, -Washington,. N J 07882, for $2.00.* [DOC = 4 pp] 



Puttins A NMnioof On Your House? Familif Handi^man 
26 (June 1976):g3-31. * ^' 

This document contains a good discussion about services 
provided by roofers. Through step-by-step explanations and^ 
photographs, the article describes, how a roofer puts on a 
roof and how a homeowner can tell when a roof has been 
applied correctly. ** 

' The document 'is available from CERN.* [DOC = 3 pp]* 
•\ 

Roofers. Washitigton,J2onsum^rs" CHECKBQOK 1, no. 4 
(Winter i977):19.37 
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This docum^t compares roofing firms in the Washington 
D.C. area. For each firm, it reports the different kinds of 
services provided, indicators of the quality of service, artd 
a price index. The quality of service was assessed by several 
.measures, including customer ratings, number of complaints' 
on file at Ipcaf offices of consumer affairs and the Better 
Business Bareau, and complaint rate (number of complaints/ 
number of customers who rated the firm). ' 

Data were collected by several means, including-mailing 
customer questionnaires to CHECKBOOK magazine and Con- ^ 
^ ,.m^r Reports subscribers in the Washington,' D.C.„ area, 



mailing questionnaires to the roofing firms, and soliciting price 
bids on actual roofing jobs. 

The study found that the percentage of customers satisfied 
with the. overall performance of the roofing firms varied 
from 54 -to 100 percent. Prices differed by as much as 
213 p.ercent. 

The document also presents basic infbrmation on roofs, 
roof problems, and* roof repairs. In addition, there is a dis* 
cussion fm how to contract with a roofing firm and how 
to get the most from the firm. 

Details of the study plan and copies pf the major data 
collection instruments are available in the referenced doc* 
umeht and as supplemental materials. 

The document and supplemental materials 'are available 
from CERN.' [DQC = 23 pp; SUP = 8 i^p] 
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Arnstein, George p. Bad Apples In Academe. American 
Education 10 (August 1974):1044. 

This documint discusses problems that the author feels 
are becoming rJore prevalent among all postsecondary schools 
— fremdulent and misleading advertising, misleading recruiting 
practbfces/ de/ree "mills,** unfair refund policies, and abuse 
of feferal student financial aid. 

The document is available from CERN.* [DOC = 4 pp] 



A CalPIRG Study Of Vocational Schools. San Diego^ , 
California: California Public Interest Research Group, 1976. 

This document compares postsecondary vocational schooU 
in San Diego, California. For each school, it reports the 
different programs of study, some indjCators of the quality 
of training, and costs at private schools. The quality of training 
was assessed by several measures, including drop-out rates, 
and job placement rates for some programs of study, student- 
teacher ratio, and overall school drop*out rate. 

Data were collected by several means, including visits 
to the schools by researchers posing as prospective students, 
and examination of the Veterans Administrationjs Occupa- 
tional Graduate Employment Reports. 

I The .studyfound that drop-out rates ranged from zero 
to 88 percent and job placement rate^of graduates ranged 
from 50 tcTlOO percent. Costs per hour of instruction at 

' private schools differed by as much as 163 percent. 

Some details of the study plan and copies of the major 
data collection instruments are available in the referenced 
document. 

Tl)e document is available from CERN.* [DO(5=75 pp 
(142, 64.68)] 
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Check It Out: A Comparative Guidi^ To New Vork 
State's Computer Schools. Albany, New York: New 
State Consu^r^e^ Protection Board, 1979. 

This document reports an extensive comparison of com- 
puter schools in New York State. For each school, it reports 
the different kinds of services provided, indicators of the 
i quality of training; and costs. The quality of training was 
assessed by several measures, including drop-out rate, job 
placement rate, content of the curriculum, adequacy of the 
equipment, and findings of various government agencies that 
monitor ih$ schools. 

Data were collected by several means, including mailing 
questionnaires to the schools, requesting copies of the syl- 
labuses for each course^ for review by experts, and examining 
the "records of several government agencies. 

The study, found large variations in quality. ForMnstance, 
the percentage of enrollees who graduate and get joLs as 
{Programmers ranged from seven percent to 69 percent Costs 
also varied substantially. 

The document also provides general information on the 
different computer-related occupations, on hovJ to finance 
training, on questions to ask when visiting a school, and 
on computer equipment. 

Details of the study plan and 'copies of the major data 
collection instruments are included in Checking Therrf'Out 
^ separate document annotated in this section). 

The document is available free from^ New York State 
Consumer Protection Board, 2 World Trade Center, Rm. 
8225, New York, NY 10047. [DOC = 76 pp (1-18, 31- 
33, 63 71) ] 



Checking Them Out: How To Prepare A Shoppers Guide 
To Vocational Training Programs. Albany, New York: 
Ne\v York State Consumer Proteption Board, 1980. 

y This document describes how to prepare a shoppers' guide 
j to evaluate vocational training programs. It tells how to collect 
information on the different kinds of training available, on 
several indicators of the quality oj training, on costs, and 
on financial aid. The indicators of quality ihclude drop-out 
rate, job placement rate, curriculum content, adequacy of 
the equipment, and findings of ^rious government agencies 
that monitor the schools. 

The document provides brief suggestions on: planning and 
' scheduling, identifying institutions that provide job training 
In the selected occupational fields, designing questionnaires 
for data collectipn, tactrcs for getting schc^ols to fill in ques- 
tionnaires, other sources of information that can be u^d^ 
to cross check schools' responses;^and presenting the data. 
The*document also includes copies of cover letters and queS' 
tionnaires used by the New York State Consumer Protection * 
Board when prepanng Check ft Out. A Comparative Guide 
To New York Stat^^s Computer Schools (annotated in this 
section of the bibliGfgraphy). 

The document is available free from the New York Con- 
sumer Protection Board, 2 World Trade Center, Rm. 8225, 
New York, NY 10047. [DOC = 25 pp] 

A' Comparative' Guide To Allied Health Entry Level 
JobsH Albany, New York: New York State Consumer Pro- 
tection Board, February 1981. 

Thif document reports' a major comparison of job training 
propr?ims m the allied health fields throughout the state of 
O /ork. For each program, it reports the different kinds 




of services provided, some indicators of the quality of service, 
and costs. 

The document is available free from the New York State 
Consumer Protection Board, 2 World Trade Center, Rm; 
8225, NevI^York, NY 'l0047r 



El-Khawas, Elaine H. Better Information ^or Student 
Choice* A Report Of A National Task Force. Washington, 
D.C.: American Association for Higher Education, undated.. 
" - * 

This document provides a substantial discussion on the 

use of information to help students select a postsecondary 
school. It discusses the kinds of information that are needed 
(information on costs and financial aid, academic offerings 
and requirements, and results of attendance), and how a 
sch6\)l can ^provide such information. > 

This document is available from the American Association 
of Higher Education, Publications, One Dupont Circle, Suite 
780, Washington, D.C. 20036, for $7.00.* [DOG= 64 pp 
(18-57)] 

/ 



Hamilton, Jack A.; Jung, Steven, M.; and Wheeler, Jeanette 
D. Improving Consoiner Protection In Postsecondary 
Education. Jourr^al of Corjsumer Affairs 12 (Summer 1978): 
135a39. * • • 

This short document lists 14 categories of potential post- 
secondary school abuses. The categories are unfair, refund 
policies and practices, misleading recruitment and admission 
practices, untrue or misleading advertising, inadequate in- 
struction programs, unqualified instructors, lack of necessary 
disclosure in written documents, inadequate equipment and 
facilities, lack of adequate job placement services and follow- 
up of graduates, poor student record Jjeeping, instability 
in staff, misrepresentation of approved or accredited status, 
and financial instability. It suggests that students need and 
use intelligible information about these potentially abusive 
policies and practices when they consider schools at which 
to enroll. 

The document is available from the Journal of Consumer 
Affairs, Americjin Council' on Consumer rnterests,*162 Stanley 
Halli University of Missouri, Columbia, MO 65211, for $6.00 
(plus postage).* [E)OC = 3 pp] 



Hopkins, Charles D. Data Sources P^^P^Vocational Edu- 
cation Evaluation. Columbus, Ohio: National Center for 
Research in Vocational Education, 1979. 

Thjs document lists a large number of data sources^vhich 
may be useful in evaluating vocational education programs. 
It covers sources of information " on labor markets, skills, 
.general educatfon needed ^for various jobs, needed triining 
facilities and equipment, staffing, -ftnd social impact. For each 
identified source of information it indicates the frequency 
of -publication, and the geographic scope. \ 
^ The document is available'from the Government Printing 
Office, Washington, D.C. 20402, for $1.50. (#017-080-019- 
78-7).* [DOC =32 ppl ^ 
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How To Shop For A Voditional School. Albany, New* 
York Nt^^Yurk State Consumer Protection Board, undated. 

This document -suggests things that an individual should 
ch'eck at several vocational training schools before selecting 
> one It discusses several ways to judge the quality of a 
training program, and things to know before signing a contract. 
It suggests that' the quality^ of service be assessed by several 
me^Tufes. mcluding licensing and accreditation; a visit to 
the school to observe classes', examine equipment; and speak 
with students, the program's ^completion rate; and the pro- 
gra'm*s job placement rate. 

The document is availaBle free from the New York State 
Consumer Protection Board, 99 Washington Ave., Albany, 
NY 12210 (DOC = 2 pp] 



for graduates ranged from 15 to 100 percent. Quality and 
price showed no substantial correlation The document also 
includes general information on the eight covered fields, on 
what to do when visiting a school, on financial aid, on other 
places and ways to get training, and on common problems 
and what to do if^hey occur. ^ 

Some details of the study plan are available in the ref- 
erenced document. Details of the study plan and copies 
of most of thc^da'ta collection instruments are provided in 
Jackson, Hou; To Prepare Evaluative Guides To Job Training* 
Pras^ams: that document is annotated in this section*. 

The document is available from Washington Consumers' 
CHECKBOOK, 1518 K St. NW, Suite 406, Washington, 
D C. 20005, for $1 00.* [DOC = 89 pp (2.12, ^3-87) ) 



Jackson. Gregg B How To Prepare Evaluative Guides 
'To Job Trainipg Programs. Washington* D.G..: Washington 
Center For The Study Of Services, January 1981. 

This document provides bath a general discussion of various 
considerations ira preparing evaluative guides to job training 
programs and a aetailed explanation of how the author 2\gd' 
his colleagues. prepared Where 'To Get Jo6 Training In The 
DC Area — November^ 1980 Copies of most of the data 
collection instruments and instructions for their use are in- 
cluded There is also some information- on the lessons learned%^ 
when producing an earlier guide with the same title, and 
on the changes made in producing the second guide as a 
result of these lessons. Beth of those guides $re annotated 
in t^is -section of the bibliography 

The document is available from Washington Consumers 
CHECKBOOK, 1518 K^St. NW^uite 406, Washington, 
DC 20005, for $1 00 * [DOC = 60.pp (approximately)'] - 



Jackson. Gregg B and Castelli, Stephanie. Where To Get^ 

Job;Trainin9 Ip The D.C. Area^November 1980, Wash- 

rngtori*. D C ' Washington Center for the Study of Services, ^ 

1980. » 'rV 

** i* ' ' ^'«? «> 

This doccrnient reports: an extensive comparison of. Job 

training programs in .the Washington, D.C.,, atr^a. For each. 
' )ob training program in eight occupational fields, if rfeportV ' 
' the different kinds of services «prp.videti, "Several indicatprs 
of the qu^ity of training, and co^§. The -eight occupations 
covered are* auto *or triick mechanic, bookkeeper, qpmpul^r 
programmer, cosmetologist, dental a^'sista^ drifter! regis- 
, tere(f nurse, and wjSlder. Tlje qualit^f traftimg was tesessed 
by several mea$ures, including, the jDgccenf <fi studan^s who 
complet^' the program, the percent! oi jgr|duates \fcho get 
jobs in the*field^gf which t^^fiii^JKaye tra^ed,^ average starting 
salary of^the graduates, an equifiment.score,^;^tudents' ratings 
of ihe instruction, number of cdmplaints^on file at several 
com plaint^ hand ling '-agencies, ancf negi^iye'actions taken by' 
regulatory agencies. * > ' * ^ ' ' ' * 
f Data were collected by several tneana, includirtg gxami- * 
nation of the schools* catalogs, brochures, application forms^ . 
and enrollmen! agreements, interviews with the program ad* 
ministrators',- review of tlie Vet^r^ns Ad?ninistration's Occu- 
pational Graduate Employment Reports, review of the U.S. 
Department of Education's records^ examination of the -Equip- 
ment, and admmistefing questionnaires to samples'of current 
students , ' ^ . 

The study "fpund that equipment scores for individual pro-, 
grams'tarfged from 33 to 100 points, the completion rates 
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iged from 10 to 99 percent, and the job placement rate^ 



Jackson, Greg^ B. and Castelli, Stephanie. Where To Get 
Job Trajnfng In The D.C. Area— Januory 1980. Wash- 
ington. D:C : Washington Center for the Study of Services, 
1980. •/ . 

■> 

This document reports a major comparison of job training 
programs in the Washington, D.C, area. For each job training- 
program in four occupational frelds, it reports Jhe different 
kinds of services provided, indicators of the -quality of training, 
and costs. The four occupations covered are secretary, data 
entry operator, electronics technician, and TV and radi^ 
technician The quality of training was assessed by several^ 
measures, including the percent of students who complete 
the program, the percent of graduates who get jobs in the 
field for which they have trainee!, the average starting salary 
of the graduates, an equipment score, a facilities score, stu- 
dents' ratings'*of the instruction, employers' ratings of the* 
program, the number of complaints on file at several complaint 
handling agencies,^ and i^gative actions tak^n by regulatory 
agencies.* * 

Data v^ere collected by several means, 'including^ exami- 
na^on of the schools' catalogs, brochures, application forms, 
and enrofhrierit agreements; interviews with the program ad- 
• ministrators; review of the Veterans Administration's Occu- 
lt pStional Graduate Employment Report$; review pf the U.S. 
Office of Education's recoj;ds, examination of the facilities 
atid equipment; interviews with likely employers of the pro- 
, grams' graduates^and interviews with samples of current 
o^and recent- former students. ^ 

' The study found* that the completion rates of individual 
progrims xengcd from 0 t^ 100 percent, that the job place- 
ment rates for gradua^es^^ranged from 67 to 100 percent, 
and the average starting salari^ \/ar\d among programs 
by as much a| $3,000 within a job field) The costs ranged 
from nothing *to*-$4,970. iQuahty and price showed no sub- 
stantial-correlation. ' ' ' • 

The* document also includes general information on 
four cpvered occupational fields, on what to do wf^n visiting 
a school, on financial aid, on other places and ways to get 
trainings and ^*n common problems and what to do if they 
occur* 

Some Retails of the study plan are available in the ref- 
erenced ^document.. Tii« authors of this guide produced a 
. subsequent guide with the same title, but dated November 
1980. It, IS also annotated in this section of the bibliography. 
That guide used niore streamlined data collection procedures. 
-Tljose'procedures and copies of the data collection instruments 
are jjtovided in a. separate document l^y Jackson, How To 
Prepdre Evaluative Guides ^To Job0^ramtng Progran)s, which 
is, annotated in this section. 

The document is available from Washington Consumers' 



CHECKBOOK, 1518 K St. NW, Suite 406, Washington, 
p.C. 20005, for $1.00.* (DOC= 9-7 pp (313, 74-92)] 

. ^ r 

Jung, Steve M.; Gross, David. E.; and Bloom, Naomi, L 
Systeni For Collecting, Analyzing, And Sharing Infor- ^ 
mation On Institutional Consumer Protection Practices: 
, Regulatory Uaer Guide. Palo Alto,** California. American 
Institutes for Research, 1976> • ' 

This document describes a system for collecting, analyzing, 
and disseminating information on the policies and practices 
of postsecondary schools. It focuses on information on refunds, 
advertising, admissions, instructional staff evaluation, disclo- 
sure by the school in its printed materials, student orientation, 
. job placement service and follow-up of graduates, record- 
keeping, instructional staff stability, -representation of current 
approved or accredited status, financial stability, instructional 
programs, equipment, and facilities. For each of these topics, 
it presents a list of potential abuses, and then a set of 
questions to assess whether the abuses are occurring in a - 
given school. It also suggests several alternative approaches 
fpr gov.ernment regulatory agencies to collect and distribute 
the information 

The document is available free from the American Institute 
for "Research, Publications Office, P.O. Box 1113, Palo Alto, 
CA 94302. (DOC = 91 pp (i-25, B1-B26) ] - 



The Options Handbook: Communicating With Pro$i>ec- 
tive Students About Postaecdndary^ Educational Op- 
tions. Washmgtoa^D.C: The National Student-Educational 
Fund, 1976. 

This "document summarizes the finding^ ind recommen- 
dations of a major study of students needs for infojmalion 
when deciding aboutv postsecondary education and chcK>sing 
a school. The doc^a^i identifies unmet student ne§ds for 
information, sourcJPI^otentially useful information pTeser^tJy 
un^ayailable to students, and regulator^ and dissemination 

>chartges that would improve information available to students. 

. The document is available from CERN.' [DOC = 49 pp] 

Pucel,. David J. Longitudinal Methods As A, Tool For 
Evaluating Vocational Education, ^olumbus, Ohio: Na> 
tional Center for Research fn Vocational Education, 1979. 

This documcrtt briefly discuses longiludine^l study Resigns 
for evaluating vocational education programs. It summarizes 
the basic approach and its advantages. It identifies some 
ifiputs, program pr(^«sses^ ancf outputs that should be^as- 
• sessed when longitudinally studying^the programs. 

The docufnent is available from the'Government Printing 
Office, Washington, D.C. 20402^for $1.30 (#017-0§0-01976- 
1).* [DOC = 26 pp] 



^ Werdell, Philip R. Course And Teacher Evaluation. Wash- 
ington, D.C: United States National Student Association, 
1974. " 

This docJument discusseF student evaluation of. courses and 
teachers. It outlines the rationale and history of such eval- 
uati6ns, alternative approachjfs tb them, and tactics for im- 
plementing and pttblishing .them? Haif of the document is 
comprised of^sample questionnaires and Excerpts from pub- 
' Q ' evaluations. Though the document focu^s on college 



student evaluations of their courses and professors, it could 
be useful to those concerned with the views of other students. 

TheHoqument is available from the United States Student 
Association, 1220 G St. SE, Washington, D.C 20003, for 
$3.50.' IDOC = 106 PR (1842, 49-75)] 



Wolman, Jean M., Campbell, Vincent N.; Jung, Steve^i M.;- 
and Richards, James M,|^ Comparative Study Of Pro- 
prietary And Non-Proprietary Vocaticfnal Training 
Schools, Vblume 1 & 2. Palo Alto, California: American 
InstitMtes of Research, 1972. ' / 

This document reports a major assessment of* propYietary 
and Non proprietary postsecondary vocational training pro- 
grams. It. focuse^os what the schools^are like, what th^ 
students are like^ what students gain by attending the schools; 
and how students differ between the two kinds oi schools. 
Data are not reported by individual schools, but ralher for 
schools with various characteristics. The document ^ports 
on the different kinds of services provided, some indi^tors 
of^the quality of the service, and costs. The quality of sewice 
was assessed by several rfieasures, including student teacner 
ratios, the training and experience of the teachers; the percer 
of graduates who get jobs in the field for which they trained, 
and the difference in graduates' salaries prior to training, 
and afterwards. . • * . . 

Data were collected by^several means, including strilqtured 
in-person interviews with school* administrators, questionnaires 
administered to current students by school staff, and ques- 
tionnaires mailed to recent alumni of, the schools. - 

Details of the study plan and copies of the major data 
collection instruments are included- in the referenced doc- 
ument.^ 

The document is available from ERIC Document Repro- 
duction Service, P.O. Box 190, Arlington,-VA 22210, for 
$^1.34(#ED 067523-Vol. 1, #ED 067524-Vol. 2).* [DOC = 
286 pp (117-422, Al-E17)*> t 
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Stereo Repair. Washington Consumers' CHECKBOOK 2, 
no. 1 (Autumn 1978):45-63. *^ ( • J. 

This documenlfl'e ports comparison of stereo repair shops 
in the Washington, D.C. axefi: For each, shop it reports the 
''different kinds of services provided, indicators of the quality 
of service, ;and prices: The qualit^j^ of s^lce was assessed 
by several'; indicators, including ratings ^ven by surveyed , 
'^customers, jnumber of complaints on file at focal offices of 
consumer affairs and the Better Business Bureau,-complalnt 
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pte (number of complaints/number of technicians at the 
shop), the quantity and quality of the diagnos'tic equipmenf, 
and length of guarantee on the shop's^ labor., 
^ Data were collected by several means, including mailing 
customer questionnaires to CHECKBOOK magazine and Con 
burner Reports subscribers in the Washington, D.C., area, 
ipailing questionnaires to the repak shops,' and ^having re- 
^ searchers poiing as customers call the firms and aj^k for 
price and other information. ' " c 

The study found that customer satisfaction with overall 
performance ranged from 65 to 100 percent, Jtfiat the score 
OR quantity of diagnostic equipm^t ranged»from 55 to 100 
\ points, that the price index for repairs ranged .from $69 
to $123, and that three of the six lowest-priced firms *were 
among the best on the various indicators of quality. 

Son^ details of the study plan and cdpies o{ the data 
collection instruments are available in the referenced doc- 
ument and as suj^plemental materials. 

The document is available from Washington Con$umer%' 
CHECKBObK, 1518 K St. NW, Suite 406, Washington, 
D.C. 20005 .for $5.65 (includes two pther studies). Sup- 
plemental materials are available^from CERN.* [DOC == 23 
pprSUP=a3pp] 
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W4S assessed by several measures, including ratings by sur- 
veyed customers, number of complaints on file at local offices 
of consumer affairs and the Better Business Bureau, complaint 
rate (number of complaints/number of techniciar\s .vOorking 
at t|ie firm J, completeness of the firm's diagnostic equipment, 
and length of written guarantee on the firm's labqr. ^ ^ 

'Data were collected by several means, including mailing 
customer questionnaires to CHECKBOOK ^nagizine and Con- 
sumer Reports subscribers in the Washington, D.C. area, 
mailing questionnaires to the TV repair firfhs; and Raving 
researchers posing as customers call the firms and ask for 
price and other information. 

The study found that at several firms Tess than 40 percent 
of the surveyed jcustomers were satisfied with the *<Jverall 
service; but^at a f6w other firrhs 100 percent of the Customers 
were satisfied. Price estimates ^iven by the firms "for, several 
repair jobs resulted in price index scores differing by as" 
•^much as 105 percent. ^ v 

Some details of the study plah and copies^of some major ^ 
' data collection instruments are^ available in the referenced 
document, and as supplemental materials.. 

The document is available from Washington Consumers' 
CHECKBOOK, 1518 K St. NW, Suite. 406, Washington,. 
D.C 2G005, for $5.65 (includes two 'other studies. Sup- 
plemental materials are available from CE{?N^* [DOC = 37^ 
. pp; SUP= 14 pp] \ . > 



IV Repair. Washington Consumers' CHECKBOOK 2, nov^ 
'MAutumn 1978):9.43. 

This document reports a major compa,rison of TV repa'ir 
firms in,the Washington, D.C. area. For each firm, it reports 
. the dif/erent kinds o^ services^ provided, some^ indicators of 
the quality * of** service, and prices. The qualitj? of service 
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PART II: GENERAL 



FUNDRAISINi 
ANDSELLINi 
PUBLICATIONS 



Flanagan, Joan. The Grass Roots Fundraising Book, How 
To Raise Money In Your Community. Washington, D.C.: 
The Youth Project (1977)> 

This document is a comprehensive Iguide ta fundraising 
for small community organizations. It offers step-by-step in- 
formation on how to conduct approximately 35 different 
fundraising activities Raffles, auctiooS, jparties, television and 
radio-marathoWs, direct mail solicitations, ,^nd other activTtie^ 
axe covered. The phik)Sophy behind comn^unity or grassroots 
fundraisihg is discussed, as w^ll as the irianji benefits. Through- 
out the book references are made lo other 'materiajs' that 
can provide information on publicity .and fiipdraising.. Training 
programs and regional libraries on the subject are listed.' 

The document is available from Natiqjnal Office, The Youth 
Prbject, 1555 Connecticut Ave. NW, Rm. 50 L* Washington; 
D.C., 20036 for $5.75.* [DC)C-= 224 pp (21-57, 172-180)] 



Folio: Jhe Maga^ne For Magazine Managcnonent.^ \ 

This magazine^is oticntcd toward peopW intereste4 in pub-/ 
hshing rAa^azines, newsletters, and other periodicals. , It . irf- 
cludes articles on such thingi 4s general management, selling 
sub script ioiis, fediting, design, printing, and mailjng. / 

' The document is available from Fobo Nfagazine^Publishing 
Co., 1^5 -Elm, St., P.O. B,ox 697, New Canaan, ,CT 06840, 
«at a $36.00 annual subscription rate. / 

The GrMt9manship Center News. 

This magazii^H4)rimarilyv*^rovldes information of 'interests 
- to nonprofit orhanizations ^ind state and' local government * 
^ units that seek funding for projects from charitable foundations 
and the federal goyermnent. Jt is* published, six times^per 
"iglfye'^r. ♦ ^ . 

publisher of this magazine. The Crantsmanship Center, 
also a substantial list of booklets and reprints * that are 
*of interest to the same 'Audience*. 

*The document is available from The GrantsmAAship Center, 
1031 Sou^ Grand Ave., LoslAngeles, CA 900l4, at a 
$20.00 annual subscription rate.) 



Kiritz, Norton J. Program Planning And Proposal WrUjng. 

The Grantsmanshif) Center New$ (May/ June l979).'33-79. 

Q document is an excellent guide to >vriting proposals , 
.^|^(^"tlng funding from charitable *found?itions *and govern- 



ment agencies. It is fairly comprehensive, offers many useful 
examples, and is easy to understand. It describes the basic 
components of- a good proposal and offers some sage advice 
on hoV tb go about preparing a proposal. • 

The document is available from The Grantsmanship Center, 
1031 South Grand Ave,, Los Angeles, CA 90015, for $2.45.* 
[DOC = 47 pp] ^ 



Kurzig, Carol M. Foundation Fundamentals: A Guide For 
Grantseekers. New York: The Foundation Center, 1980. 

This document is a c'omprehensive,* easy-tb-read guide for 
persons and organizations seekiEig funding ^f or ^their projects 
from charitable foundations. It tells how to Td^ritify the foun- 
dations most likely to fund a g(iven project, how to learn 
more about those foundations, and how to seek funding from 
them. The document provides step-by-step advice Work- 
sheets, checklists, and examples are included^. 

The publisher of this document. The Foundation Center, 
serves as a clearinghouse for detailed information on thousands 
.of charitable foundations It publisher, the Foundation Directory, 
the Foundation Grants Index; and other materials of interest 
to those seeking foundation funding for projects. 

The document is available from The Foundation Center, 
888 Seventh Ave., N6w York, NY 10106, for $4.%.* 
[DOC = 130 pp] ' . . 



People Power; What Communities Are Doing To Coun- 
ter Inflation. Washington D.C.; U.S. Office of Consumer 
AHaJrs, 1980:6«8. ' ^ ° ^ 

The indicated pages of this document rgport on how a 
community group can raise money through individual ^so- 
licitations from both large and small contributors and. through 
vaiious> fundraising events. Strategies for bake sales, pot 
4||||^ dinners, direct' mailings^ donation parties, auctions and 
fairs are discussed. Suggestions for how to locate large' con- 
tributors and encourage their donations are offered. 

The document is available free from People Power, Con- 
sumer -Information Center, Pueblo, CO 81009. {DOC = 3 

pp] ' ' - ft . 



Washington Center for the Study of Services. Demonstration 
Of Metropolitan Area Consumer 'Services Evaluation: 
Guide For Starting A Local Service Evaluation Mag- 
azine, Final Report* Report to U.S. , Office of Consumer 
, Affairs, Washington D.C., 1975. . 

This document describes how to start a magazine that 
reports evaluations of local service firms. It is based on 
the ' experience of Washington Gonsumers'^ CHECKBOOK, 
a magazhie devoted to such evaluations. The document covers 
information on studying the feasibility of such a magazine, 
» evaluating locfil- service pr.oviders, producing tKe magazine, 



70 



*See page 2 for further information on acquiring documents and 
supplemental materials, ' 



65 



\ 



and fulfilling subscriptions. The document includes sample 
budgets, results of a market survey, results of direct .mail 
subscription solicitations" using variouS|[*dailing 4ists, sample 
data collection instruments, sample tftoles for presenting the 
data, and a sample printing bid r^uest. 

CHECKBOOK yn^gazine was started in 19/4. By 1980, 
it had about 20,000 subscribers. This document reflects the 
magazine*s exi^erience through 1975.' The basic approach 
of the rfiagazine has not changed since' then, but* some of 
itf^O€edures})ave been refir^d. 

ihxe document 'is available \ee {rom the U.S. Office of 
Consumer Affairs, 621 Reporters Building, Washington, D.C. 
20201. (DOC =55 pp] 



-LIBEL LAW 



/ 



Ashley,.Paul P. Stiy It Safely. Seattle, Washiogton: University 
of Washington Press, 4976. . ' * ^ 

This book is designed as a guid^ for newspaper, magazine 
and book jvriters, radio and television broadcasters, advertising 
agencies, and others in mass commimioations. It provides 
a history of libel, definitions of libel, and explains absolute 
and conditional privileges in libel. 

The document is available from the University jof Wash- 
ington Press, P.O. Box 556?, Seattle, WA 98105, for $11.50 
plus postage.* (DOC = ^48 pp]' 



Bower, Lindsay. The Impact Of Defamation And Di8« 
parageQient Law On The Operation Of Local Consumer 
Information ^Services. Stanford, California: Progra'm in In- 
fornnatlon Policy, Engine ering-Economic Systems Department, 
Stanford University, 1978. ^ 

Yhjs document analyzes how defamation and trade dis- 
paragement laws affect consumer organizations that prepare 
jind disseminate comparative ratings of local service pro\/iders. 
Th^ document concludes that a consumer information or- 
ganisation is hot liable for the publication or communication 
of' false information if the organization is reasonably careful 
to avQid such, a. result, but nevertheless occasionally makes 
an* honest mjstake.- • ^ 

The document Js available from, Donald Dunn, Dept. of 
"Engineering Econoriiio Systenris^Staniford University, Stanford, 
CA 94305, by writt^an request to Professor Dunn with an 
explanation' of planned use.* (DOQe 36 pp]' 



^ Morris, Clarence. Modern Defamation Law. ^Philadelphia: 
* American Law Institute, 1978. ' * 

This short book 15 written for lawyers, but can be understood 
by others. It discusses the evolution of^efarriation law (the 
law .of;libcl and slander) and its*current state. There are 
separate chapters on *>bsolute'' "privileges, retractions, and 
suggestions for lawyers when counseling claimants. 
" The document is available from the American.Law Institute, 
4025 Chestnut St., Philadelphia, PA 1910?* for $8.25.' 
. [DQC = 90pp] 



Sanford, Bruce Wr Synopsis Of The Law, Of Libel Ai^ 
The Right Of Privacy. New York: Newspaper Enterprise 
Association, Inc., 1981. • • 

This short, easy-to-read .booklet briefly discusses libel law 
and rights of privacy. It covers the elements of libef, common 
types^.of libel, defenses, mitigating circumstances, and how 
~to avoiy libel lawsuits. Privacy law is covered in a similar 
ner. There is alsp-an appendix of "red flag** words 
and expressions which ckn lead to a lawsuit if not carefulfy 
han,dled. ' ^ 

The bqoklet Is primarily written for ipurnalists, but is a 
useful introduction for others. * / 

The document is available fromvthe Newspaper Enterprise 
Association, Inc., 230 Park -Ave:, New' York, NY 10017, 
after March 1981 for ah unknown price.' [DOC = 40 pp^] 
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Cutlip, Scott M. and Center, Allen H. Effective Public ' 
Relations. Englewood Cliffs, New Jersey: Prentice-Hall, 
1971. / ' 

The book provides a*^ubstantial, but rather general, in- 
troduction to public relations. It, covers the history of- public 
relations, the process (fact-finding, planning, communication, 
find evaluation), and some special considerations for the var- 
ious publics (employeeSf stockholders, the community, the 
general public, and the press)! - 

The document is available fr<}m Prentice-Hall Publishers, 
Route 9W, Ertglewood Cliffs, NJ 07632, for $16:95/ - 



Hirsch, Glenn and Lewis,* Alan! Strategies For Access. 

San Francisco: Public Media Center, 1976. • ' ^ 

The document is a guide to accessing television and radio 
stations.^ It describes how to write a public service announce- 
ment, how to contact stations, and how to use the law to 
make sure an .announcement is aired. The booklet reviews 
and interprets several applicacble rules of the J^ederal Com- 
munications Commission. ^ 

Thei document is available from the Public Media "Center, 
25 Scotland St.,'^San Francisco, CA 94133, fqr $4.00.'IDOC 
= 70 pp] X ' ^ ^ . • ' i 



How To Get ^pcess To Neyns Media^A. Guide For 
Citizens In PiefCe, Ullnq And Snohomish Counties. Se- 

attle, Washingtoft: Metrocenter Y<M.C.A. and W^tern Wash- r 
ington Chapter, S<:^ciety. of Professional Journalists, undated. 

The document provides a useful guide to getting newspaper, 
radio, and television coverage. It offers instructions on how 
to write news release^ major stories, and public service 
announcements; how to come across effectively on r^dla 
or television; and how to complain effectively about the mass 
media. ^ ^ 

The document is available from Metrocenter Y>1.C.A., 
909 Fourth St., Seattle, WA 98104, for $2vlL* (DOC = 3S(^ 
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If You Want Air Time: A Publicity Handbook: Wash- 
mgton, D.C.. National Association of Broadcasters, 1979. 

This document contains a discussion of how public service 
organizations can use radio and television. Step-by-step ex- 
planations are provided on contacting the station, developing 
the announcement, and presenting the announcement on air. 
Suggestions on how to write television or radio announcements 
are given} sample announcements are included. 

The document is available free from National Association 
of Broadcasters, 1771 N St. NW, Washington, D.C. 20036.* 
(DOC=24pp] . ' • 



Martinez, Barbara Fultz and Weiner, Roberta. Guid^ To 
Public Relations For Nonprofit Organizations And^Pub- 
lie Agencies. The Grantsfnanship Center News, 1979:1-16. 

Jhis document provides a short but informative introduction 
to getting good coverage from the print- media, and from 
television and radio stations. It includes a two-page annotated 
* bibliography of other "resources on^Hiis topic. 

The document is available from The Grantsm^inship Center, 
1031 South Grand Ave., Los Angeles, CA 90015, for $1.25.* 
[DOC = 16 pp] 



People Power: What Communities Are Doing To 
Counter Inflation. Washington, D.C: U.S. Office of Con- 
sumer Affairs, .19801 9-13. ^ ^ 

The indicated pages of this documefnt report on various 
methods of publicity^ including newsletters, posters, leaflets, 
television, radio, and .newspapers. It gives a concise expla- 
• nation of how to use each method effectively^. Steps are 
offered for organizing a publicity committee, contacting media, 
and then working with media contacts* 

The document is available free from People Power, Con- 
sumer Information (jenter,>Ruebld, CO 81009.* [DOC = 5 

5>p1 ' 



RESEARCH 
METHODS 



BacMrom^ Charles H. and Hurshy Gerald D. Survey Re- 
search, fevanston, Illinois: Northwestern University Press, 
1963. 

This book is an .easy-to-read and generally competent in- 
troduction to strjuctured interviews j( where the questions asked 
dfe on a questionnair^form and the responses are recorded 
on that form). Though it is written primarily for political 
science and sociology students, it could be quite useful to 
those doing consumer research. The focus is on in-per3on' 
interviews, but much of the information is also a^licable 
to telephone intervievys. There are chapters 6n writing the* 
questions, ^iesigning the layout and format of the question- 
naire, planning and, executing the interviews, and processing 
♦k^^^ta.* 

^"B th/it point #3 on page 138, advising never to Interview 
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by telephone, should be disregarded. During the last fifteen 
years, many of the major research organizations in this coun- 
try, as well as many consumer groups, have used telephone 
interviews quite successfully under certain conditions, 

The document is available from the Northwestern University 
PTess,.1735 Benson, Evanston, IL 60201, for $7.95.* [DOC 
= 192 pp] 

\ ^ ' 
Connelf, Charles F.; Lawson, Sally A.; and Hausser, Doris 

L. )^ Techitique For JEvaluating Interviewer Perfor- 
mance. Ann Arbor, MI: Survey Research Center, Institute 
for Social Research^ University of Michigan, 1975. ' 

This document describes a sophisticated technique for com- 
prehensively evaluating interviewer performance. It involves 
the coding and analysis of interviewers'-behaviors while they 
arfe conducting interviews. Samples of the coding forms are 
included. 

The document is available from Publication Sales, Institute 
for Social Research, P.O. Box 1248, Ann Arbor, MI 48106, 
for $6.50; [DOC = 145 pp (1;30)] 



Evaluating Consumer Services. Teaching Tools. °Mt. Ver- 
non, New York: Consumers Union, 1976. 

The document* outlines a study plan for teaching high 
school students how to evaluate consumer services. It presents 
conceptual information and suggestions for projects. 

The /document is available froiYi Consumers Union, 256 
Washington St., Mt. Vefnon, NY 10550, for $1.00.* [DOC = 4 
pp] - ' ' 



Evaluating Consumer Services. Washii}gton, D.C: Wash- 
ington Center for the Study of Services, February 1981. * 

The Washington Center for the Study of Services is cur- 
rently preparing a set of guides dealing with problems that 
commonly confront groups attempting to evaluate consumer 
service providers. Each guide's title will begin with **EualuQting 
Consumer Services,'' followed by a subtitle indicating the 
specific topic. 
' The topics will be: 

1) Special problerris encountered by government agen- 
cies when attempting to conduct consumer service 

^ evaluations; 

2) Special problems encountered by i;^porters, publish- 
^ers, and statidn managers when conducting consumer 
service' evaluations; 

3) Problems in acquiring complaint data; * 

4) Prolijlems in conducting consurS|| satisfaction surveys; 

5) Problems in collecting reliable and comparable price 
data; 

6) Problems in acquiring data that generally are only • 
available from the service firms themse1ves.|f4 

^ Each document is available from Washington Consumers' 
CHECKBOOK, 1518^ K St. NW, Suite 406, Washington, * 
D.C- 20005, for $.50^through December,, 1981. After 1981, 
each document is available from CERN.*' 



'See^ page 2 for further inforty)aUon on acquiring documents and 
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Heff er, Michael. A Guide To Producing Consumer Shop- 
ping Survey*. San<, Francisco. San Francisco Consumer Ac- 
tion, 400. 

This document contains extensive sugestions on how to 
implement consumer shopping surveys. It discusses choice 
of a subject, basic design of the survey, needed resources, 
analysis and interpretation of the collected data, release and 
dissemination of the results, and follow-up surveys. Details 
on how to duplicate four major studies are given in the 
append!<fe?! The studies are: preparation of a physicians 
directory by the Cleveland Consumer Action Foundation; 
a cemetery survey by Americans for Democratic Action; 
a supermarket- price survey by Uarry Samuels and Barry 
Render, and a nursing home survey by Arkansas Consumers 
Research. The first three of these surveys have been annotated 
in this bibliography. (Refer to the Physicians, Cemeteries, 
and Food Stores sections.) 

The document is available, free from Office of Consumer 
Education, 400 Maryland Ave. SW, Washington, D.C. 20202 
(not available until April, 1981).* jDOC = 122 pp (5^1)] 

Huff, DarrelL Hpw To Lie With Statistics. New Yof^: 
W.W. Norton & Co., 1954. 

This small book js a classic. It tells how accurate data 
and statistics can be used to misrepresent the truth. Despite 
the title, the author's orientation is towards teaching the 
reader how not to misrepresent the truth with statistics and 
how not to be fooled by reports with statistics. The book 
is written very simply and humorously. No mathematics be- 
yond 6th grade arithmetic is needed to understand the dis- 
cussions. 

The document is available from W.W. Norton & Co., 
' 500 Fifth Ave., New York, NY 10110, foj. $1.95.* [DOC 
^= 142 pp]\^ 

Interviewer's Manual. Ann Arbor, Michigan: Sulrvey Re- 
search Center, Institute for Social Research, University of 
Michigan, 1976. 

This document is a manual for the training of interviewers, 
irts* prepared bygone of the best survey research organizations 
in the country. It explains some basics of survey studies 
and many useful details about interviewing. There are sections 
on the use of questionnaires irv interviews, proving and other 
interviewing techniques, recording and editing the interview, 
and call-back strategies. 

Though the dooiment is primarily designed for the training 
of enr^ployees at W Survey Research Center, it could be 
useful in almost any effort to train persons to do structured 
ointer views. ^ 

^ The document is available from Publication Sales, Institute 
for Social Research, University of Michigan, P.O. Box 1248, 
Ann Arbor, f4I 48106, for $8.00.* [DOC = 152 pp (1-37)] 



Mitchell, Glen H. and Mitchell,. M^rk L. Conducting The 
'Consumer Survey — A Primer For Volunteers With Spe- 
cial Sections On Interviewing And On telephone Sur- 
veying. Blackslpurg, Virginia: Community? Consumer Educa- 
tion Awareness Project, Virginia Polytechnic Institute, 1:979. 

This is a very brief introduction to consumer surveys. 
It provides an overview ^of the tasks involved in doing such 
' rn^i^-^^^i^' ^^^^^ breadth, of advice that 



would be needed by people who are actually undertaking 
surveys. Two forms of data collection, in-person and telephone 
interviews, are covered in somewhat more detail. 

Thc/'document is available from the Department of Man- 
agernent and Family Development, 102*Wallaa2 Annex, 
VPIgU, Blacksburg, VA 24061, by sending $.60 in stamps 
and a self-addressed mailing label.* [DOC =51 pp] 



Readability Testing In Cancer Communications. Wash- 
ington, D.C: U.S. Dept. of Health, Education, and Welfare, 
National Institutes of Health, National Cance|^istitute, 1979. 

This little booklet explains a simple method .for estimating 
the reading difficulty of any written material. It also offers 
several concrete suggestions oh how to make written material 
easier to read. It can be used to determine whether reports 
of service provider evaluations have been written simply 
enough for the intended audience. 

The document is available free from Office of Cancer 
Communications, National Cancer Institute, Bethesda, MD- 
20205.* [DOC = 40 pp] 



Ross, Donald K\ A Public Citizen's Action Manual. New 

York: Grossman Publishers, J973. 

This document contains guidelines for about 50 projects , 
that can Be conducted by citizen or public interest groups. 
Sc^me of the suggested projects involving service evaluations 
are: how to do a bank interest survey, how to detect and 
correct fraudulent repair practices, how to invesfigate hos- 
pitals, and how to lower the price of prescription drugs. 
Some cbita collection methods are outlined. Resource or- , 
ganizations and people' are listed for many of the projects. 

The document is available fr^e from Public Citizen, Inc., 
P.O. Box 19404, Washington, D.C. 20036.* (DOC = 255 . 
pp (1-39, 70-112)] ' . 



Washington Center^ for the Study of Services. Evaluating ^ 
^Consumer Services: A Glide For Assessing And Re- 
sponding To Seru^e Information Needs Of Low Income 
Consumer^ A^^zport iqr the U.S. Office of Consumer 
Affairs, Department of Health, Education, and Welfare, Wash- 
ington D.C, 1978. 

This document discusses how to prepare^ and disseminate 
evaluations of service providers in response to the needs 
of low-incom^ consumers. It summarizes the approach used 
by the Washington Center for the Study of Serviced in two 
projects oriented toward low-income citizens. It discusses how 
to assess the service fields about which lowMncome persons 
most wish information. (In Washington D.C. during 1977, 
these fields included pharmacies, loans, car insurance, TV 
.and major appliance repair,, emergency rooms, savings ac- 
counts, cRecking' accounts, doctors, and prepaid health plans.) 
» Then it briefly describes how to compare service providers 
in four fields (pharmacies, personal loans, .auto insurance, 
^and TV repair shops). Lastly, it provides some guidelines 
on distribiiting the information to* low-income^ citizens. 

Copies of several data collection instruments and pamphlets 
prepared for low-income citizens are included. 
\The document is available free from the U.S. Office of 
Consumer Affairs, 621 Reporter^ Bldg., Washingto^, D.C. 
20201. [DOC J 61 pp (1-23)] ^ 



